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1. ∂ÈÛ·ÁˆÁ‹ 
∏ ‰ÈÔ›ÎËÛË ÔÈfiÙËÙ·˜ ·ÔÙÂÏÂ› ¤Ó· Û‡Á¯ÚÔÓÔ ÙÚfiÔ ÔÚÁ¿ÓˆÛË˜ Î·È ‰ÈÔ›-
ÎËÛË˜ ˘ ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜. ™ÙÔ ÛËÌÂÚÈÓfi Ú·Á‰·›· ÌÂÙ·‚·ÏÏfiÌÂÓÔ
ÂÚÈ‚¿ÏÏÔÓ, Ë ÎÔÈÓˆÓ›· Î·È Ë ÔÈÎÔÓÔÌ›· ÂÍ·ÚÙÒÓÙ·È ÔÏÔ¤Ó· Î·È ÂÚÈÛ-
ÛfiÙÂÚÔ ·fi ÙËÓ ÏËÚÔÊfiÚËÛË (ªÒÎÔ˜, 2001: ÛÂÏ. 469-515). √È ‰ÈÔÈÎËÙÈ-
Î¤˜ Ú·ÎÙÈÎ¤˜ ÁÈ· ÙËÓ ÔÈfiÙËÙ· ‰È·ÌÔÚÊÒıËÎ·Ó Î·Ù¿ ÙËÓ ‰È¿ÚÎÂÈ· ÙˆÓ
ÙÂÏÂ˘Ù·›ˆÓ ‰ÂÎ·ÂÙÈÒÓ, ÏfiÁˆ ÙÔ˘ ·˘Í·ÓfiÌÂÓÔ˘ ‰ÈÂıÓÔ‡˜ ·ÓÙ·ÁˆÓÈÛÌÔ‡
Î·È ÙË˜ ÌÂÙ¿‚·ÛË˜ ÙˆÓ ÔÈÎÔÓÔÌÈÒÓ ÙˆÓ ·Ó·Ù˘ÁÌ¤ÓˆÓ ¯ˆÚÒÓ ·fi ÔÈÎÔ-
ÓÔÌ›Â˜ ÙˆÓ ·Ú·ÁˆÁÒÓ, ‚·ÛÈÛÌ¤ÓÂ˜ ÛÙÈ˜ Û˘Ó·ÏÏ·Á¤˜ (transaction–based
economies), ÛÂ ÔÈÎÔÓÔÌ›Â˜ ÙˆÓ ÂÏ·ÙÒÓ, ‚·ÛÈÛÌ¤ÓÂ˜ ÛÙÈ˜ Û¯¤ÛÂÈ˜ ÌÂ ÙÔ˘˜
ÂÏ¿ÙÂ˜ (relationship–based economies) (Alshawi et al, 2003). √È ÚÔ·Ó·-
ÊÂÚıÂ›ÛÂ˜ ‰È·ÈÛÙÒÛÂÈ˜ ÂËÚÂ¿˙Ô˘Ó ÛËÌ·ÓÙÈÎ¿ ÙÔÓ ÙÚfiÔ ¿ÛÎËÛË˜ ·Ô-
ÙÂÏÂÛÌ·ÙÈÎ‹˜ ‰ÈÔ›ÎËÛË˜ ÛÂ ÌÈ· ‚È‚ÏÈÔı‹ÎË-˘ËÚÂÛ›· ÏËÚÔÊfiÚËÛË˜. √È
¤ÓÓÔÈÂ˜ ÙË˜ ÔÈfiÙËÙ·˜ Î·È ÙË˜ ÏËÚÔÊfiÚËÛË˜ Û˘Ó·ÓÙÒÓÙ·È ÛÙËÓ Ó¤· ·˘Ù‹
Ú·ÁÌ·ÙÈÎfiÙËÙ·, Ô˘ ÂÈ‰Ú¿ ÛÙÔÓ ÙÚfiÔ ¿ÛÎËÛË˜ ÙˆÓ ÏÂÈÙÔ˘ÚÁÈÒÓ ÔÚÁ¿-
ÓˆÛË˜ Î·È ‰ÈÔ›ÎËÛË˜.
√È Ú·Á‰·›Â˜ ÂÍÂÏ›ÍÂÈ˜ ÛÙÈ˜ ÙÂ¯ÓÔÏÔÁ›Â˜ ÙË˜ ÏËÚÔÊÔÚ›·˜ (ªÒÎÔ˜,
2002: ÛÂÏ. 79-180) Î·È Ô ·ÓÙ·ÁˆÓÈÛÌfi˜ ·ÔÙÂÏÔ‡Ó ÙÔ˘˜ Î˘Ú›·Ú¯Ô˘˜ ÏfiÁÔ˘˜,
Ô˘ ˆıÔ‡Ó ÛÂ ·ÏÏ·Á¤˜ ÙÔ ÂÈ¯ÂÈÚËÛÈ·Îfi ÂÚÈ‚¿ÏÏÔÓ ÙˆÓ ‚È‚ÏÈÔıËÎÒÓ
(Singh, 2003; Sierpe, 2004; Sommers, 2005). √È ÙÂ¯ÓÔÏÔÁ›Â˜ ÙË˜ ÏËÚÔÊfiÚË-
ÛË˜ Î·È ÙÔ ‰È·‰›ÎÙ˘Ô Î·ıÒ˜ Î·È Ë Û˘ÓÔÏÈÎ‹ ·‡ÍËÛË ÙˆÓ Û¯ÂÙÈÎÒÓ ÂÂÓ‰‡-
ÛÂˆÓ, ‰È·ÌÔÚÊÒÓÔ˘Ó Ó¤Ô˘˜ fiÚÔ˘˜ ÛÙËÓ Û¯¤ÛË ÙˆÓ ‚È‚ÏÈÔıËÎÒÓ ÌÂ ÙÔ˘˜
¯Ú‹ÛÙÂ˜. √ ·ÓÙ·ÁˆÓÈÛÌfi˜ ÌÂÙ·Í‡ ÙˆÓ ·Ú·ÁˆÁÒÓ ˘ ËÚÂÛÈÒÓ ÏËÚÔÊfiÚË-
ÛË˜ ‰ÂÓ ·ÊÔÚ¿ ·ÔÎÏÂÈÛÙÈÎ¿ ÛÙÔÓ È‰ÈˆÙÈÎfi ÙÔÌ¤· ·ÏÏ¿ Ï·Ì‚¿ÓÂÈ ÛÙ·‰È·-
Î¿ Â˘Ú‡ÙÂÚË ÌÔÚÊ‹, fiˆ˜ (ÃÏˆÌÔ‡‰Ë˜ & ∫ˆÛÙ·ÁÈfiÏ·˜, 2004): ·) ÌÂÙ·Í‡
ÙˆÓ ·Ú·ÁˆÁÒÓ ÂÓÙfi˜ ÙÔ˘ ‰ËÌÔÛ›Ô˘ ÙÔÌ¤· ÙË˜ ÔÈÎÔÓÔÌ›·˜ (‚È‚ÏÈÔı‹ÎÂ˜
Ô˘ ÂÓÙ¿ÛÛÔÓÙ·È ÛÂ ¡ÔÌÈÎ¿ ¶ÚfiÛˆ· ¢ËÌÔÛ›Ô˘ ¢ÈÎ·›Ô˘, ‹ Ô˘ ·ÔÙÂÏÔ‡Ó
ÔÈ ›‰ÈÂ˜ ¡¶¢¢) Î·È ‚) ÌÂÙ·Í‡ ÙˆÓ ·Ú·ÁˆÁÒÓ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜
ÙÔ˘ ‰ËÌÔÛ›Ô˘ Î·È ÙÔ˘ È‰ÈˆÙÈÎÔ‡ ÙÔÌ¤·. ∏ ÔÈfiÙËÙ· ÙˆÓ ˘ËÚÂÛÈÒÓ ·ÔÙÂ-
ÏÂ› Î˘Ú›·Ú¯Ë ¤ÓÓÔÈ· ÛÙÔ Û‡Á¯ÚÔÓÔ, ‰ÈÂıÓÔÔÈËÌ¤ÓÔ Î·È ·ÓÙ·ÁˆÓÈÛÙÈÎfi Â-
ÚÈ‚¿ÏÏÔÓ ÙˆÓ ‚È‚ÏÈÔıËÎÒÓ-˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜.
∏ ‚È‚ÏÈÔÁÚ·Ê›· (Ward, 2000; Ward, 2003) ÁÈ· ÙËÓ ‰ÈÔ›ÎËÛË ‚È‚ÏÈÔıË-
ÎÒÓ-˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ (Library and Information Management),
ÂÈÎÂÓÙÚÒÓÂÙ·È ·) ÛÙË ¯Ú‹ÛË ÙˆÓ ÙÂ¯ÓÔÏÔÁÈÒÓ ÏËÚÔÊfiÚËÛË˜ Î·È ÙÔ˘
‰È·‰ÈÎÙ‡Ô˘ ÁÈ· ÙËÓ ·Ú·ÁˆÁ‹ Î·È ·ÚÔ¯‹ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜, ‚)
ÛÂ ı¤Ì·Ù· ·Ô‰ÔÙÈÎfiÙËÙ·˜, Á) ÛÂ ı¤Ì·Ù· ·Ó¿Ù˘ÍË˜ ÂÈ¯ÂÈÚËÛÈ·ÎÒÓ
Û¯Â‰È·ÛÌÒÓ Î·È ÛÙÚ·ÙËÁÈÎ‹˜ (Johnson, 1994), ‰) ÛÂ ˙ËÙ‹Ì·Ù· Û˘ÁÎÚfiÙË-
ÛË˜ Û˘ÌÚ¿ÍÂˆÓ Î·È Û˘ÓÂÚÁ·ÛÈÒÓ (TÛÈÌfiÁÏÔ˘, 2005) ÌÂÙ·Í‡ ‚È‚ÏÈÔıË-
ÎÒÓ, Â) ÛÙËÓ ·Ó¿Ï˘ÛË ÙË˜ ÂÚÁ·Û›·˜ (∫·ÙÛÈÚ›ÎÔ˘, 2003: ÛÂÏ. 163-216) Î·È
ÙËÓ ËÁÂÛ›·, Î·È ÛÙ) ÛÙË ‰ÈÔ›ÎËÛË ·ÓıÚÒÈÓÔ˘ ‰˘Ó·ÌÈÎÔ‡. ™Ù·‰È·Î¿, ÙÔ
ÂÓ‰È·Ê¤ÚÔÓ ÚÔˆıÂ›Ù·È ÛÂ ÂÚÂ˘ÓËÙÈÎ¿ ˙ËÙ‹Ì·Ù·, fiˆ˜ ·˘Ù¿ ÙË˜ ‰ÈÔ›ÎË-
ÛË˜ ÔÈfiÙËÙ·˜ Î·È ÙˆÓ ÌÂÙÚ‹ÛÂˆÓ ÙË˜ ÔÈfiÙËÙ·˜, ÙË˜ ‰ÈÂÚÂ‡ÓËÛË˜ ÙˆÓ
ÚÔÛ‰ÔÎÈÒÓ ÙˆÓ ¯ ÚËÛÙÒÓ, ÙÔ˘ ÚÔÛ‰ÈÔÚÈÛÌÔ‡ ÙË˜ ÔÈÎÔÓÔÌÈÎ‹˜ ·Í›·˜ ÙˆÓ
˘ËÚÂÛÈÒÓ, Ô˘ ·Ú¤¯ÂÈ Ë ‚È‚ÏÈÔı‹ÎË (Sierpe, 2004) Î.¿. 
∏ ÔÈfiÙËÙ· ÌÔÚÂ› Ó· Á›ÓÂÈ ·ÓÙÈÏËÙ‹ ˆ˜ ÌÈ· ıÂˆÚËÙÈÎ‹ ÚÔÛ¤ÁÁÈÛË,
Ë ÔÔ›· ¤¯ÂÈ ÛÙÔÓ ˘Ú‹Ó· ÙË˜ ÙÔÓ ¿ÓıÚˆÔ, Â›ÙÂ ˆ˜ ¯Ú‹ÛÙË ÙˆÓ ˘ËÚÂ-
ÛÈÒÓ, Â›ÙÂ ˆ ˜ ÙÔÓ ‚·ÛÈÎfi Û˘ÓÙÂÏÂÛÙ‹ ·Ú·ÁˆÁ‹˜. ™Â ·˘Ùfi ÙÔ Ï·›ÛÈÔ ÂÈ-
‰Ú¿ ‰ÈÙÙ¿ Ë «·ÓıÚÒÈÓË ÂÓ¤ÚÁÂÈ·», Ë ÔÔ›· ÂÌÂÚÈ¤¯ÂÙ·È ÛÂ Î¿ıÂ ¤Î-
Ê·ÓÛË ÙË˜ ‰ÈÔÈÎËÙÈÎ‹˜ ÏÂÈÙÔ˘ÚÁ›·˜. ∏ ÔÈfiÙËÙ· ÛÙÈ˜ ˘ ËÚÂÛ›Â˜ ÏËÚÔÊfi-
ÚËÛË˜ ÂÌÂÚÈ¤¯ÂÈ ˙ËÙ‹Ì·Ù· fiˆ˜ ·) ÙÔÓ ÂÓÓÔÈÔÏÔÁÈÎfi ÚÔÛ‰ÈÔÚÈÛÌfi ÙË˜
ÔÈfiÙËÙ·˜ ÁÈ· ÙÈ˜ ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜, ‚) Ù· ÚfiÙ˘· Î·È Ù· Û˘ÛÙ‹-
Ì·Ù· ÔÈfiÙËÙ·˜ Ô˘ ·ÊÔÚÔ‡Ó ÛÙÔÓ Û¯Â‰È·ÛÌfi, ÛÙËÓ ·Ú·ÁˆÁ‹ Î·È ÛÙËÓ
·ÚÔ¯‹ ˘ ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜, Î·È Á) ÙÈ˜ ÌÂÙÚ‹ÛÂÈ˜ ·Ó·ÊÔÚÈÎ¿ ÌÂ ÙÔ
Â›Â‰Ô ÈÎ·ÓÔÔ›ËÛË˜ ·Ó·ÁÎÒÓ ·ÏÏ¿ Î·È ÙÔ Â›Â‰Ô Î¿Ï˘„Ë˜ ÙˆÓ ÚÔÛ-
‰ÔÎÈÒÓ ÙˆÓ ¯ ÚËÛÙÒÓ. ™ÙÔ ¿ÚıÚÔ ·Ú¯ÈÎ¿ Û˘ÁÎÚÔÙÂ›Ù·È ÙÔ ıÂˆÚËÙÈÎfi ˘ fi-
‚·ıÚÔ Û‡ÌÊˆÓ· ÌÂ Ù· ·ÎfiÏÔ˘ı·: ·) ÙË Û‡Ó‰ÂÛË ÂÓÓÔÈÒÓ ÔÈfiÙËÙ·˜ Î·È
ÏËÚÔÊfiÚËÛË˜, ‚) ÙÔ ‰ÈÙÙ¿ ˘ ‚ÚÈ‰ÈÎfi ÂÈ¯ÂÈÚËÛÈ·Îfi ÂÚÈ‚¿ÏÏÔÓ ÙˆÓ ˘ Ë-
ÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ Î·È Á) ÙËÓ ¤ÓÓÔÈ· ÙË˜ ÔÏÈÎ‹˜ ˘ËÚÂÛ›·˜ ÏËÚÔÊfi-
ÚËÛË˜. ™ÙËÓ Û˘Ó¤¯ÂÈ·, ‰ÈÂÚÂ˘ÓÒÓÙ·È Ù˘¯¤˜ ÙË˜ ÔÈfiÙËÙ·˜ ÛÙÈ˜ ‚È‚ÏÈÔı‹-
ÎÂ˜-˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜, ÛÙÔ ÙÚ›Ù˘¯Ô ÚÔÛÂÁÁ›ÛÂˆÓ: ·) ÚfiÙ˘·
Î·È Û˘ÛÙ‹Ì·Ù· ‰ÈÔ›ÎËÛË˜ ÙË˜ ÔÈfiÙËÙ·˜, ‚) ÚÔÛ‰ÔÎ›Â˜ ÙˆÓ ¯ÚËÛÙÒÓ Î·È
Á) ÌÂıfi‰Ô˘˜ ÌÂÙÚ‹ÛÂˆÓ ÙË˜  ÔÈfiÙËÙ·˜ ÙˆÓ ˘ ËÚÂÛÈÒÓ.
2. ¶ÔÈfiÙËÙ· Î·È ÏËÚÔÊfiÚËÛË: ‰‡Ô ·ÏÏËÏ¤Ó‰ÂÙÂ˜ ¤ÓÓÔÈÂ˜
™ÙÔ Ï·›ÛÈÔ ÙË˜ ÚÔÛ¤ÁÁÈÛ‹˜ Ì·˜, ÔÈ ¤ÓÓÔÈÂ˜ ÔÈfiÙËÙ· Î·È ÏËÚÔÊfiÚËÛË
Û˘Ó‰¤ÔÓÙ·È ‰ÈÏ¿: ·) ÌÂıÔ‰ÔÏÔÁÈÎ¤˜ ÚÔÛÂÁÁ›ÛÂÈ˜ ÁÈ· ÙËÓ ‰ÈÔ›ÎËÛË ÙË˜ ÔÈ-
fiÙËÙ·˜ ÛÙÈ˜ ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜, Î·È ‚) ÌÂıÔ‰ÔÏÔÁÈÎ¤˜ ÚÔÛÂÁÁ›ÛÂÈ˜
˘ÔÛÙ‹ÚÈÍË˜ ÙË˜ ‰ÈÔ›ÎËÛË˜ ÙË˜ ÔÈfiÙËÙ·˜, ÛÂ ÔÚÁ·ÓÈÛÌÔ‡˜ Î·È ÂÈ¯ÂÈÚ‹ÛÂÈ˜,
ÌÂ ÙËÓ ·ÚÔ¯‹ ˘ËÚÂÛÈÒÓ (Kostagiolas, 2006). ∏ ·Ó·˙‹ÙËÛË ÙË˜ ÔÈfiÙËÙ·˜
ÛÙÔÓ ÙÔÌ¤· ÙˆÓ ˘ËÚÂÛÈÒÓ ·ÔÙÂÏÂ› ÚÔÙÂÚ·ÈfiÙËÙ· ÛÙËÓ Ó¤· ÔÈÎÔÓÔÌ›·
(Elsner, 2004). ™Â ·˘Ù‹ ÙËÓ ‰È·›ÛÙˆÛË Û˘ÓËÁÔÚÂ› Î·È Ë ÔÏÔ¤Ó· ÂÓ‰˘Ó·Ìˆ-
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Ì¤ÓË ı¤ÛË ÙÔ˘ ¯Ú‹ÛÙË ÛÙÔÓ ÙÚfiÔ ÔÚÁ¿ÓˆÛË˜ Î·È ‰ÈÔ›ÎËÛË˜ ˘ËÚÂÛÈÒÓ
ÏËÚÔÊfiÚËÛË˜, ÌÂ ·ÔÙ¤ÏÂÛÌ· ÙËÓ Î·Ù¿ÚÁËÛË ÙË˜ ÌÔÓÔˆÏÈ·Î‹˜ ı¤ÛË˜
ÔÏÏÒÓ ‚È‚ÏÈÔıËÎÒÓ-˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ Î·È ÙËÓ ·Ó¿‰ÂÈÍË ÂÈ¯ÂÈ-
ÚËÛÈ·ÎÒÓ ÛÙÚ·ÙËÁÈÎÒÓ Û˘Ó¤ÚÁÈ·˜ ÁÈ· ÙËÓ ÂÍ·ÛÊ¿ÏÈÛË ÙË˜ ‚ÈˆÛÈÌfiÙËÙ¿˜
ÙÔ˘˜. √ ·ÚÈıÌfi˜ ÙˆÓ ‚È‚ÏÈÔıËÎÒÓ, Ô˘ ÏÂÈÙÔ˘ÚÁÔ‡Ó ÛÂ ·˘Ùfi ÙÔ ÂÚÈ‚¿ÏÏÔÓ,
¤¯ÂÈ Ï¤ÔÓ ·˘ÍËıÂ›, ÁÂÁÔÓfi˜ Ô˘ ¤¯ÂÈ ÔÍ‡ÓÂÈ ÙÔÓ ·ÓÙ·ÁˆÓÈÛÌfi Î·È ‰È·ÌÔÚ-
ÊÒÓÂÈ Ó¤Ô˘˜ fiÚÔ˘˜ ÛÙËÓ ·ÁÔÚ¿ (Kanji, 1996). ∆Ô ÚfiÙ˘Ô ÂÓfi˜ ÂÓÈ·›Ô˘ ÔÚ-
Á·ÓÈÛÌÔ‡ ·Ú·ÁˆÁ‹˜ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ (ÁÈ· ·Ú¿‰ÂÈÁÌ·, ‚È‚ÏÈÔ-
ı‹ÎË˜) Ô˘ ·Ú¿ÁÂÈ ÙÔ Û‡ÓÔÏÔ ÙË˜ ˘ ËÚÂÛ›·˜, ·ÓÙÈÎ·Ù·ÛÙ¿ıËÎÂ (‹ ÙÂ›ÓÂÈ Ó·
·ÓÙÈÎ·Ù·ÛÙ·ıÂ›) ·fi ÙÔ ÌÔÓÙ¤ÏÔ ÙË˜ ·Ú·ÁˆÁ‹˜ Ì¤Ûˆ ÂÓfi˜ ‰ÈÎÙ‡Ô˘ ÔÚÁ·ÓÈ-
ÛÌÒÓ, ÔÈ ÔÔ›ÔÈ Û˘ÓÙÔÓ›˙ÔÓÙ·È ·fi Ì›· Ú˘ıÌÈÛÙÈÎ‹ ·Ú¯‹ (Whitlatch, 2003).
∞˘Ù‹ Ë Ó¤· ÌÔÚÊ‹ ·Ú·ÁˆÁ‹˜ Î·È ÔÚÁ¿ÓˆÛË˜ ·Ó·Ì¤ÓÂÙ·È Ó· Â˘ÓÔ‹ÛÂÈ ÙËÓ
·Ó¿Ù˘ÍË Û˘ÛÙËÌ¿ÙˆÓ ‰ÈÔ›ÎËÛË˜ ÙË˜ ÔÈfiÙËÙ·˜.
∏ ÔÈfiÙËÙ· ‰È·¯ÚÔÓÈÎ¿ ¤¯ÂÈ ÔÚÈÛıÂ› ÌÂ ÔÏÏÔ‡˜ ‰È·ÊÔÚÂÙÈÎÔ‡˜ ÙÚfiÔ˘˜
(Reeves & Bednar, 1994). ∞ÔÙÂÏÂ› ¤ÓÓÔÈ· Û‡ÓıÂÙË Î·È ˘ÔÎÂÈÌÂÓÈÎ‹, Ë
ÔÔ›· ·Ú·ÎÔÏÔ˘ıÂ› ÙÈ˜ ÂÍÂÏ›ÍÂÈ˜ ÛÙËÓ ÔÈÎÔÓÔÌ›· Î·È ÛÙËÓ ÎÔÈÓˆÓ›· ÂÓÛˆ-
Ì·ÙÒÓÔÓÙ·˜, ÙË ‰Â‰ÔÌ¤ÓË ¯ÚÔÓÈÎ‹ ÛÙÈÁÌ‹, ÙÈ˜ Ú·ÁÌ·ÙÈÎ¤˜ (ÂÎÊÚ·ÛÌ¤ÓÂ˜ &
Û˘ÓÂ·ÁfiÌÂÓÂ˜) ·Ó¿ÁÎÂ˜ ÙˆÓ ÂÌÏÂÎfiÌÂÓˆÓ ÌÂÚÒÓ Î·ıÒ˜ Î·È ÔÈÎÔÓÔÌÈ-
ÎÔ‡˜–ÎÔÈÓˆÓÈÎÔ‡˜–·ÍÈ·ÎÔ‡˜ ÚÔ‚ÏËÌ·ÙÈÛÌÔ‡˜. √È ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚË-
ÛË˜ ‰È·ÌÔÚÊÒÓÔÓÙ·È ·fi ÙÔ ÙÚ›Ù˘¯Ô (ª¿ÓÔ˘, 2006) ·) ÛÙÚ·ÙËÁÈÎ¤˜, ÔÏÈ-
ÙÈÎ¤˜ Î·ÙÂ˘ı‡ÓÛÂÈ˜ Î·È ÂÂÓ‰‡ÛÂÈ˜ ÛÙÔ Ï·›ÛÈÔ ÙË˜ «∫ÔÈÓˆÓ›·˜ ÙË˜ ¶ÏËÚÔ-
ÊÔÚ›·˜», ‚) ÔÚÁ·ÓÈÛÌÔ› ·Ú·ÁˆÁ‹˜ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ (‚È‚ÏÈÔı‹-
ÎÂ˜, ·Ú¯Â›·, Î¤ÓÙÚ· ÙÂÎÌËÚ›ˆÛË˜ Î.¿.) Î·È Á) ÂÎ‰ÔÙÈÎ‹ ‚ÈÔÌË¯·Ó›·.
∏ ÂÈÛÙ‹ÌË ÙË˜ ÏËÚÔÊfiÚËÛË˜ ·ÊÔÚ¿ ÛÙÔÓ Û˘ÛÙËÌ·ÙÈÎfi ÙÚfiÔ ÌÂÏ¤ÙË˜
ÙË˜ ÏÔÁÈÎ‹˜, ÙË˜ ÌÂıÔ‰ÔÏÔÁ›·˜, ÙˆÓ ÛÙfi¯ˆÓ, ÙˆÓ ÂÚÁ·ÏÂ›ˆÓ Î·È ÙˆÓ ˘ ËÚÂ-
ÛÈÒÓ ÌÈ·˜ ÔÚÁ·ÓˆÌ¤ÓË˜ ·Ú¤Ì‚·ÛË˜ ÛÙ· ı¤Ì·Ù· ·Ú·ÁˆÁ‹˜, ·ÍÈÔÏfiÁË-
ÛË˜, ‰È·Î›ÓËÛË˜, ‰È·¯Â›ÚÈÛË˜ Î·È ‰È¿ıÂÛË˜ ÙË˜ ÏËÚÔÊfiÚËÛË˜, ÌÂ ÛÙfi¯Ô
ÙËÓ ·Ó¿Ù˘ÍË ÙÂ¯ÓÔÏÔÁÈÎÒÓ ˘Ô‰ÔÌÒÓ ·ÔÙÂÏÂÛÌ·ÙÈÎ‹˜ ÚfiÛ‚·ÛË˜ Î·È
ÂÈ¯ÂÈÚËÛÈ·Î‹˜ ÂÎÌÂÙ¿ÏÏÂ˘Û‹˜ ÙË˜ (ªÒÎÔ˜, 2001: ÛÂÏ. 1-17). √È ¤ÓÓÔÈÂ˜
ÏËÚÔÊfiÚËÛË Î·È ÏËÚÔÊÔÚ›· ‰È·ÎÚ›ÓÔÓÙ·È ÂÓÓÔÈÔÏÔÁÈÎ¿ (ªÒÎÔ˜,
2002: ÛÂÏ. 15-23). ∏ ÚÒÙË ¤¯ÂÈ Â˘Ú‡ÙÂÚÔ ÂÚÈÂ¯fiÌÂÓÔ Î·È Û˘Ó‰¤ÂÙ·È ¿ÌÂ-
Û· ÌÂ ÙÈ˜ ˘ ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜, ÂÓÒ Ë ‰Â‡ÙÂÚË (ÏËÚÔÊÔÚ›·) ÂÓÛˆÌ·-
ÙÒÓÂÈ ‰Â‰ÔÌ¤Ó·, ÛÙ· ÔÔ›· ¤¯ÂÈ ·Ô‰ÔıÂ› Û˘ÁÎÂÎÚÈÌ¤ÓÔ ÓfiËÌ·, ÂÓ‰Â¯ÔÌ¤-
Óˆ˜ ¯ Ú‹ÛÈÌÔ (Ackoff, 1989). ∏ ·Ú·ÁˆÁ‹ Î·È ·ÚÔ¯‹ ˘ ËÚÂÛÈÒÓ ÏËÚÔÊfi-
ÚËÛË˜ ÂÍ·ÚÙ¿Ù·È ·fi ÙËÓ ÔÈfiÙËÙ· ÙˆÓ ‰Â‰ÔÌ¤ÓˆÓ Î·È ÙˆÓ ÏËÚÔÊÔÚÈÒÓ.
™Â ·ÓÙÈÛÙÔÈ¯›· ÌÂ ÙË Û¯¤ÛË ‰Â‰ÔÌ¤ÓˆÓ–ÏËÚÔÊÔÚ›·˜, ÛÙË Û¯¤ÛË ÏËÚÔÊÔ-
Ú›·˜–ÁÓÒÛË˜1 (ªÒÎÔ˜, 2002: ÛÂÏ. 26) ÈÛ¯‡ÂÈ fiÙÈ Ë ÔÈfiÙËÙ· ÙË˜ ÏËÚÔÊÔ-
1. √Ú›˙ÂÙ·È ·fi ÙÔÓ Ackoff (Ackoff, 1989) ˆ˜ «…Ë Î·Ù¿ÏÏËÏË Û˘ÏÏÔÁ‹ ÏËÚÔÊÔÚÈÒÓ, ¤ÙÛÈ
ÒÛÙÂ Ó· ÌÔÚÂ› Î·ÓÂ›˜ Ó· ÙËÓ ÂÎÌÂÙ·ÏÏÂ˘ÙÂ› ÛÙË Ï‹„Ë ·ÔÊ¿ÛÂˆÓ…»
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Ú›·˜ (information quality) ·ÔÙÂÏÂ› ·Ó·ÁÎ·›· ·ÏÏ¿ fi¯È ÈÎ·Ó‹ Û˘Óı‹ÎË ÁÈ·
ÙË ‰È·ÛÊ¿ÏÈÛË ÙË˜ ÔÈfiÙËÙ·˜ ÙË˜ ÁÓÒÛË˜ (quality of knowledge). 
∏ ÔÈfiÙËÙ· ÙˆÓ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ ÂÌÂÚÈ¤¯ÂÈ Ù· ·Ú·¿Óˆ
(ÔÈfiÙËÙ·, ‰Â‰ÔÌ¤ÓˆÓ, ÔÈfiÙËÙ· ÏËÚÔÊÔÚÈÒÓ Î.¿.) ˆ˜ ·Ó·ÁÎ·›Â˜ ·ÏÏ¿
fi¯È Î·È ÈÎ·Ó¤˜ Û˘Óı‹ÎÂ˜. ∏ ÔÈfiÙËÙ· ÙˆÓ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ ·Ô-
ÙÂÏÂ› ¤ÓÓÔÈ· Û‡ÓıÂÙË, Ô˘ ·ÊÔÚ¿ ÛÙÔ Û‡ÓÔÏÔ ÙˆÓ ¯·Ú·ÎÙËÚÈÛÙÈÎÒÓ ÙË˜
ÔÏÈÎ‹˜ ˘ ËÚÂÛ›·˜, Î·È ¤¯ÂÈ ÙËÓ ÈÎ·ÓfiÙËÙ· Ó· Î·Ï‡ÙÂÈ ÙÈ˜ ÚÔÛ‰ÔÎ›Â˜ ÙˆÓ
¯ÚËÛÙÒÓ Î·È Ó· ÈÎ·ÓÔÔÈÂ› Ú·ÁÌ·ÙÈÎ¤˜ (ÂÎÊÚ·ÛÌ¤ÓÂ˜ Î·È Û˘ÓÂ·ÁfiÌÂ-
ÓÂ˜) ·Ó¿ÁÎÂ˜ ÙÔ˘˜ (ÃÏˆÌÔ‡‰Ë˜ & ∫ˆÛÙ·ÁÈfiÏ·˜, 2004). ™ÙËÓ ‚È‚ÏÈÔÁÚ·Ê›·
ÁÈ· ÙËÓ ÔÈfiÙËÙ· Î·È ÙÔ Ì¿ÚÎÂÙÈÓÁÎ (Athanasopoulos et al, 2001; Robledo,
2001; Grigoroudis & Siskos, 2002), ÔÈ Û˘ÁÁÚ·ÊÂ›˜ Û˘ÌÊˆÓÔ‡Ó fiÙÈ Ë Î·Ù·Ó·-
ÏˆÙÈÎ‹ ·ÊÔÛ›ˆÛË, Ë ÈÎ·ÓÔÔ›ËÛË Î·È Ë Î¿Ï˘„Ë ÙˆÓ ÚÔÛ‰ÔÎÈÒÓ ÙÔ˘ ¯Ú‹-
ÛÙË ·ÔÙÂÏÔ‡Ó ıÂÌÂÏÈÒ‰Ë ˙ËÙ‹Ì·Ù· ÁÈ· ÙËÓ ‚ÈˆÛÈÌfiÙËÙ· ÔÔÈÔ˘‰‹ÔÙÂ
ÔÚÁ·ÓÈÛÌÔ‡ (Kandampully, 1997). √È ÔÚÁ·ÓÈÛÌÔ› ·ÚÔ¯‹˜ ˘ËÚÂÛÈÒÓ
ÏËÚÔÊfiÚËÛË˜, ÙfiÛÔ ÛÙËÓ ∂ÏÏ¿‰· fiÛÔ Î·È ÛÙÔ ÂÍˆÙÂÚÈÎfi, È‰ÈˆÙÈÎÔ› Î·È
‰ËÌfiÛÈÔÈ, ‰ÂÓ ·ÔÙÂÏÔ‡Ó ÂÍ·›ÚÂÛË. ∏ Èı·Ó‹ Â·Ó·Ï·Ì‚·ÓfiÌÂÓË ‰È¿-
„Â˘ÛË ÙˆÓ ÚÔÛ‰ÔÎÈÒÓ ÙˆÓ ¯ ÚËÛÙÒÓ Û˘Ì‚¿ÏÂÈ ÙÂÏÈÎ¿ ÛÙËÓ ÌÂÚÈÎ‹ ‹ ÔÏÈÎ‹
«··Í›ˆÛË» ·fi ÙÔ˘˜ ¯Ú‹ÛÙÂ˜ ÙˆÓ ˘ËÚÂÛÈÒÓ, ÁÂÁÔÓfi˜ Ô˘ Û˘ÓÂ¿ÁÂÙ·È
ÙËÓ Ô˘ÛÈ·ÛÙÈÎ‹ (›Ûˆ˜ ÙÂÏÂÛ›‰ÈÎË) ˘Ô‚¿ıÌÈÛË Î¿ÔÈˆÓ ·Ú·ÁˆÁÒÓ ˘Ë-
ÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ ÛÙËÓ Ó¤· ÔÈÎÔÓÔÌ›·.
3. ∆Ô ‰ÈÙÙ¿ ˘‚ÚÈ‰ÈÎfi ÂÈ¯ÂÈÚËÛÈ·Îfi ÂÚÈ‚¿ÏÏÔÓ ÙˆÓ ˘ËÚÂÛÈÒÓ
ÏËÚÔÊfiÚËÛË˜
√È ‚È‚ÏÈÔı‹ÎÂ˜–˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ ‰È·¯ÂÈÚ›˙ÔÓÙ·È ÙËÓ Û˘ÏÏÔÁÈÎ‹
ÌÓ‹ÌË ÙË˜ ·ÓıÚˆfiÙËÙ·˜. ∏ Ù˘ÔÏÔÁ›· ÁÈ· ÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜
ÏËÚÔÊfiÚËÛË˜ (ªÒÎÔ˜, 2002: ÛÂÏ. 246-256) ÂÌÂÚÈ¤¯ÂÈ ÙËÓ ˘‚ÚÈ‰ÈÎ‹ ‚È-
‚ÏÈÔı‹ÎË Î·È ÛÙËÓ ‚È‚ÏÈÔÁÚ·Ê›· Á›ÓÔÓÙ·È ·Ó·ÊÔÚ¤˜, Ô˘ ·Ó·Ï‡Ô˘Ó È‰È·È-
ÙÂÚfiÙËÙÂ˜ ÛÙËÓ ÔÚÁ¿ÓˆÛË Î·È ‰ÈÔ›ÎËÛË (Jackson 2001; Pugh Lyndon,
2004). √ fiÚÔ˜ ˘ ‚ÚÈ‰ÈÎ‹ ‚È‚ÏÈÔı‹ÎË ·ÊÔÚ¿ ÛÙËÓ ÌÔÚÊ‹, Ô˘ ÙÂ›ÓÔ˘Ó Ó· Ï¿-
‚Ô˘Ó fiÏÂ˜ ÔÈ Ì¤¯ÚÈ Û‹ÌÂÚ· Û˘Ì‚·ÙÈÎ¤˜ ‚È‚ÏÈÔı‹ÎÂ˜ ÌÂ ÚÔÛÎÙ‹ÛÂÈ˜ „Ë-
ÊÈ·ÎÔ‡ ˘ÏÈÎÔ‡ ‹/Î·È ËÏÂÎÙÚÔÓÈÎ¤˜ Û˘Ó‰ÚÔÌ¤˜ (Brophy, 2002), ÙfiÛÔ ÛÂ ‚¿-
ÛÂÈ˜ ‰Â‰ÔÌ¤ÓˆÓ, fiÛÔ Î·È Ì¤Û· ·fi „ËÊÈÔÔ›ËÛË ÙÔ˘ ›‰ÈÔ˘ ÙÔ˘ ˘ÏÈÎÔ‡ ÙË˜
‚È‚ÏÈÔı‹ÎË˜. ™ÙÔ ·Ú·¿Óˆ Ï·›ÛÈÔ, ‰ÂÓ ˘ Ê›ÛÙ·Ù·È ÌÈ· ‚¤ÏÙÈÛÙË ‰ÈÔÈÎËÙÈ-
Î‹ ÚÔÛ¤ÁÁÈÛË ÁÈ· ÙÈ˜ ˘ ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜. √È Ó¤Â˜ ÙÂ¯ÓÔÏÔÁ›Â˜ ÛÙÈ˜
ÙËÏÂÈÎÔÈÓˆÓ›Â˜ Î·È ÙËÓ ÏËÚÔÊÔÚÈÎ‹ ·ÓÔ›ÁÔ˘Ó ‰ÚfiÌÔ˘˜ ÔÏ˘ÎÂÓÙÚÈÎ‹˜
Î·È ÔÏ˘ÌÔÚÊÈÎ‹˜ ‰È·¯Â›ÚÈÛË˜ ÙÂÎÌËÚ›ˆÓ, ·ÏÏ¿ ·fi ÌfiÓÂ˜ ÙÔ˘˜ ‰ÂÓ ÂÍË-
ÁÔ‡Ó ÙÔ ÔÈÎÔÓÔÌÈÎÔÎÔÈÓˆÓÈÎfi ÂÚÈ‚¿ÏÏÔÓ.  
√ ‰ÈÙÙ¿ ˘ ‚ÚÈ‰ÈÎfi˜ ¯ ·Ú·ÎÙ‹Ú·˜, Ô˘ ÂÈÛ¿ÁÂÙ·È Â‰Ò, ‰ÂÓ ·ÊÔÚ¿ ÙfiÛÔ ÛÙÔ
ÂÚÈÂ¯fiÌÂÓÔ ÙË˜ ‚È‚ÏÈÔı‹ÎË˜ ·ÏÏ¿ ÂÚÈÛÛfiÙÂÚÔ ÛÙÔ ÂÈ¯ÂÈÚËÛÈ·Îfi ÂÚÈ-
‚¿ÏÏÔÓ, ÛÙÔ ÔÔ›Ô ÂÎÂ›ÓË (‚È‚ÏÈÔı‹ÎË-˘ËÚÂÛ›· ÏËÚÔÊfiÚËÛË˜) ˆ˜ Û‡ÛÙË-
Ì· ÂÓÙ¿ÛÛÂÙ·È. ∫·Ù¿ Û˘Ó¤ÂÈ·, ÛÙfi¯Ô˜ Â›Ó·È Ó· ·Ú¤¯ÂÙ·È Ë ‰˘Ó·ÙfiÙËÙ·
‰ÈÂÚÂ‡ÓËÛË˜ Ì¤Û· ·fi ÙËÓ Î·ÙËÁÔÚÈÔÔ›ËÛË Î·È ÂÍ¤Ù·ÛË ÙÔ˘ ÌÂÙ·‚·ÏÏfi-
ÌÂÓÔ˘ ÂÈ¯ÂÈÚËÛÈ·ÎÔ‡ ÂÚÈ‚¿ÏÏÔÓÙÔ˜, ‰È·ÎÚÈÙ¿ ÁÈ· Î¿ıÂ ÌÈ· ·fi ÙÈ˜ ˘Ë-
ÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ (·Ú¯Â›·, ‚È‚ÏÈÔı‹ÎÂ˜, Î¤ÓÙÚ· ÙÂÎÌËÚ›ˆÛË˜ Î.¿.),
Û‡ÌÊˆÓ· ÌÂ ÙÔ˘˜ ·ÎfiÏÔ˘ıÔ˘˜ ¿ÍÔÓÂ˜ (∫ˆÛÙ·ÁÈfiÏ·˜, 2005): ·) È‰ÈˆÙÈÎfi ‹
‰ËÌfiÛÈÔ ·Á·ıfi (‹/Î·È Û˘Ó‡·ÚÍË È‰ÈˆÙÈÎÔ‡ Î·È ‰ËÌÔÛ›Ô˘ ·Á·ıÔ‡ ÛÙËÓ ·-
Ú·ÁˆÁ‹ ‹/Î·È ·ÚÔ¯‹ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜, merit good), Î·È ‚) „Ë-
ÊÈ·Î‹ ‹ Û˘Ì‚·ÙÈÎ‹ ÌÔÚÊ‹ (‹/Î·È Û˘Ó‡·ÚÍË Û˘Ì‚·ÙÈÎÒÓ Î·È „ËÊÈ·ÎÒÓ
Û˘ÏÏÔÁÒÓ. 
™¯‹Ì· 1. ∫·ÙËÁÔÚÈÔÔ›ËÛË ¤ÓÙ·ÛË˜ ÙÔ˘ ·ÓÙ·ÁˆÓÈÛÌÔ‡ ÛÙÔ Ï·›ÛÈÔ ÙÔ˘ ‰ÈÙÙ¿ ˘‚ÚÈ‰ÈÎÔ‡
ÂÈ¯ÂÈÚËÛÈ·ÎÔ‡ ÂÚÈ‚¿ÏÏÔÓÙÔ˜ ÙˆÓ ‚È‚ÏÈÔıËÎÒÓ-˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜.
∏ ÂÔ¯‹ Ì·˜ ¯ ·Ú·ÎÙËÚ›˙ÂÙ·È ·fi ÙËÓ ·˘Í·ÓfiÌÂÓË Û‡Ó‰ÂÛË ÙË˜ ÎÔÈÓˆ-
ÓÈÎ‹˜, ÔÈÎÔÓÔÌÈÎ‹˜ Î·È ÔÏÈÙÈÛÙÈÎ‹˜ ˙ˆ‹˜ ÌÂ ÙËÓ ÏËÚÔÊfiÚËÛË. ™ÙÔ ™¯‹-
Ì· 1, ·ÚÔ˘ÛÈ¿˙ÔÓÙ·È ·) Ë Û¯¤ÛË ÌÂÙ·Í‡ ÙˆÓ ‰‡Ô ‚·ÛÈÎÒÓ ·ÍfiÓˆÓ, Ô˘
‰È·ÌÔÚÊÒÓÔ˘Ó ÙÔ ‰ÈÙÙ¿ ˘‚ÚÈ‰ÈÎfi ÂÈ¯ÂÈÚËÛÈ·Îfi ÂÚÈ‚¿ÏÏÔÓ ÛÙÈ˜ ˘ËÚÂ-
Û›Â˜ ÏËÚÔÊfiÚËÛË˜ Î·È ‚) Ë Î·ÙËÁÔÚÈÔÔ›ËÛË ÙË˜ ¤ÓÙ·ÛË˜ ÙÔ˘ ·ÓÙ·ÁˆÓÈ-
ÛÌÔ‡. ™Â ·˘Ùfi ÙÔ Ï·›ÛÈÔ, ÌÔÚÔ‡Ó Ó· ÙÂıÔ‡Ó ·Ú¿ÌÂÙÚÔÈ, fiˆ˜ fiÙÈ ÙÔ
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Û˘Ì‚·ÙÈÎfi ÂÈ¯ÂÈÚËÛÈ·Îfi ÂÚÈ‚¿ÏÏÔÓ ·ÊÔÚ¿ ÂÚÈÛÛfiÙÂÚÔ ÛÙÔÓ ‰ËÌfiÛÈÔ
ÙÔÌ¤· ÙˆÓ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ Î·È ÏÂÈÙÔ˘ÚÁÂ› ÛÂ ·ÁÔÚ¤˜ ¯·ÌËÏ‹˜
¤ÓÙ·ÛË˜ ˆ˜ ÚÔ˜ ÙÔÓ ·ÓÙ·ÁˆÓÈÛÌfi, ÂÓÒ ·ÓÙ›ıÂÙ·, ÙÔ ˘‚ÚÈ‰ÈÎfi ‹ „ËÊÈ·Îfi
ÂÚÈ‚¿ÏÏÔÓ ·Ú·ÁˆÁ‹˜ Î·È ·ÚÔ¯‹˜ ˘ËÚÂÛÈÒÓ ·ÊÔÚ¿ ÂÚÈÛÛfiÙÂÚÔ
ÛÙÔÓ È‰ÈˆÙÈÎfi ÙÔÌ¤· fiˆ˜ ˘ Ê›ÛÙ·Ù·È ÛÂ ‰ÈÂıÓÂ›˜ Î·È ¤ÓÙÔÓ· ·ÓÙ·ÁˆÓÈÛÙÈ-
Î¤˜ ·ÁÔÚ¤˜. ∏ ‰Â‡ÙÂÚË ÂÚÈÔ¯‹ ÛÙÔ Î¤ÓÙÚÔ ÙÔ˘ ™¯‹Ì·ÙÔ˜ 1 ·ÊÔÚ¿ ÛÙËÓ
ÏÂÈÔÓfiÙËÙ· ÙˆÓ ‚È‚ÏÈÔıËÎÒÓ-˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜. √È ÏÂÈÙÔ˘Ú-
Á›Â˜ ÔÚÁ¿ÓˆÛË˜ Î·È ‰ÈÔ›ÎËÛË˜ ÔÊÂ›ÏÔ˘Ó Ó· «·ÓÙÈÏ·Ì‚¿ÓÔÓÙ·È» ÛÂ Û˘ÛÙË-
ÌÈÎfi Ï·›ÛÈÔ, ÙÔ ÂÚÈ‚¿ÏÏÔÓ Î·È ÙÔÓ ·ÓÙ·ÁˆÓÈÛÌfi (Kinnell, 1995; Rowely,
2005), ÛÙÔÓ ÔÔ›Ô ÔÈ ˘ ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ Î¿ıÂ ÊÔÚ¿ ˘ Ê›ÛÙ·ÓÙ·È. 
∏ Û‡ÓıÂÛË ÙˆÓ ¯ÚËÛÙÒÓ ÙˆÓ ‚È‚ÏÈÔıËÎÒÓ-˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜
·ÏÏ¿˙ÂÈ ˆ˜ ÚÔ˜ ÙÈ˜ ·Ó¿ÁÎÂ˜ ÙË˜ Î·È ÙÈ˜ ÚÔÛ‰ÔÎ›Â˜, ·˘Í¿ÓÂÙ·È ÌÂ Ó¤Â˜
ÔÌ¿‰Â˜ Ê˘ÛÈÎÒÓ ‹ ÓÔÌÈÎÒÓ ÚÔÛÒˆÓ Î·È ‰ÈÂ˘Ú‡ÓÂÙ·È ÂÓÙfi˜ ÙˆÓ ˘·Ú-
¯fiÓÙˆÓ ÔÌ¿‰ˆÓ ÚÔÛÂÏÎ‡ÔÓÙ·˜ fiÏÔ Î·È ÂÚÈÛÛfiÙÂÚÔ˘˜ ·fi ÙÔ˘˜ ‰˘ÓËÙÈ-
ÎÔ‡˜ ¯ Ú‹ÛÙÂ˜. ∏ Î·Ù·ÓfiËÛË ÙË˜ ·ÓÙ·ÁˆÓÈÛÙÈÎ‹˜ Î·È ·Ô‰ÔÙÈÎ‹˜ ÔÚÁ¿Óˆ-
ÛË˜ Î·È ‰ÈÔ›ÎËÛË˜ ÙË˜ Û‡Á¯ÚÔÓË˜ ‚È‚ÏÈÔı‹ÎË˜-˘ËÚÂÛ›·˜ ÏËÚÔÊfiÚËÛË˜
·ÔÙÂÏÂ› ‚·ÛÈÎfi ·Ú¿ÁÔÓÙ· ÁÈ· ÙË ‰È·Ù‹ÚËÛË Î·È Â¤ÎÙ·ÛË ÙË˜ ˙‹ÙËÛË˜
˘ËÚÂÛÈÒÓ ÛÙÔ ‰˘Ó·ÌÈÎfi ÂÚÈ‚¿ÏÏÔÓ ÙˆÓ ·ÁÔÚÒÓ Î·È ÙË˜ ÂÈ¯ÂÈÚËÌ·ÙÈ-
ÎfiÙËÙ·˜. ∏ ·ÁÔÚ¿ ÛÙÈ˜ ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ ıÂˆÚÂ›Ù·È ˆ˜ «·ÁÔÚ¿
ÙÔ˘ ·˘ÛÙËÚÔ‡ Î·È ··ÈÙËÙÈÎÔ‡ ¯Ú‹ÛÙË», ÂÓÒ Ë ÔÚÁ¿ÓˆÛË Î·È Ë ‰ÈÔ›ÎËÛË
ÔÊÂ›ÏÂÈ Ó· ÚÔÛ·Ó·ÙÔÏ›˙ÂÈ ÙÈ˜ ˘ ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ ÛÙÔ ¯ Ú‹ÛÙË. ¢Ë-
Ï·‰‹, ˘Ê›ÛÙ·Ù·È Ë ¿Ô„Ë fiÙÈ fiÛÔ ·˘Í¿ÓÂÙ·È Ô ·ÓÙ·ÁˆÓÈÛÌfi˜ ÙfiÛÔ ·˘Í¿-
ÓÂÙ·È Ë ·Ó¿ÁÎË ÁÈ· ‰ÈÔ›ÎËÛË ÙË˜ ÔÈfiÙËÙ·˜ ÛÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜
ÏËÚÔÊfiÚËÛË˜.  
∏ ‰ËÌÈÔ˘ÚÁ›· ÂÓfi˜ Û˘ÛÙ‹Ì·ÙÔ˜ ‰È·Ù›ÌËÛË˜ Ì¤Ûˆ ÙÔ˘ ÔÔ›Ô˘ Ô ¯ Ú‹ÛÙË˜
(Ê˘ÛÈÎ¿ ‹ ÓÔÌÈÎ¿ ÚfiÛˆ·) ı· ·Ó·Ï¿‚ÂÈ Ì¤ÚÔ˜ ÙÔ˘ ÎfiÛÙÔ˘˜ ÁÈ· ÙËÓ ·-
Ú·ÁˆÁ‹ ÙË˜ ˘ËÚÂÛ›·˜ ÌÂÙ·Î˘Ï‡ÂÈ ÔÛÔÛÙfi ÙÔ˘ ÎfiÛÙÔ˘˜ ÙˆÓ ‰ËÌÔÛ›ˆÓ
ÂÂÓ‰‡ÛÂˆÓ ÚÔ˜ ÙÔÓ È‰ÈˆÙÈÎfi ÙÔÌ¤·, ÂÓÒ Ù·˘Ùfi¯ÚÔÓ· ·ÓÙÈÌÂÙˆ›˙ÂÈ ÙÔ
Úfi‚ÏËÌ· ÙË˜ ¯ÚËÌ·ÙÔ‰fiÙËÛË˜ ÙˆÓ ¤ÚÁˆÓ ˘Ô‰ÔÌ‹˜ ÁÈ· ÙËÓ ·Ó¿Ù˘ÍË
˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜. √È ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ ÛÙÔ Ï·›ÛÈÔ ÙË˜
Ó¤·˜ ÔÈÎÔÓÔÌ›·˜ Û˘¯Ó¿ ÔÚ›˙ÔÓÙ·È ˆ˜ È‰ÈfiÙ˘Ô (merit good) ·Á·ıfi, Ô˘
·ÔÙÂÏÂ› ‚·ÛÈÎ‹ Û˘ÓÈÛÙÒÛ· ÙË˜ ÏÂÈÙÔ˘ÚÁ›·˜ ÂÈ¯ÂÈÚ‹ÛÂˆÓ Î·È ÔÚÁ·ÓÈ-
ÛÌÒÓ (∫ˆÛÙ·ÁÈfiÏ·˜, 2005). √È ·Ú·¿Óˆ ‰È·ÈÛÙÒÛÂÈ˜ ‰Â›¯ÓÔ˘Ó fiÙÈ Ë Û˘-
˙‹ÙËÛË ÁÈ· ÙË Û˘ÌÌÂÙÔ¯‹ ÙÔ˘ È‰ÈˆÙÈÎÔ‡ ÙÔÌ¤· ÛÙËÓ ·Ú·ÁˆÁ‹ ˘ËÚÂÛÈÒÓ
‚È‚ÏÈÔı‹ÎË˜ ‰ÂÓ Ú¤ÂÈ Ó· ‰ÈÂÍ¿ÁÂÙ·È Û˘Ó·ÈÛıËÌ·ÙÈÎ¿ ‹ ‰ÔÁÌ·ÙÈÎ¿ (∫ˆ-
ÛÙ·ÁÈfiÏ·˜, 2005). ∂ÓÒ Â›Ó·È ‚¤‚·È· ‰˘Ó·Ùfi Ó· È‰ÈˆÙÈÎÔÔÈËıÂ› Ï‹Úˆ˜ ÌÈ·
‰ËÌfiÛÈ· ‚È‚ÏÈÔı‹ÎË, Û˘ÌÂÚÈÏ·Ì‚·ÓÔÌ¤ÓˆÓ ÙˆÓ Ù›ÙÏˆÓ ˘ Ô‰ÔÌ‹˜, ÌÈ· Ùfi-
ÛÔ ÌÂÁ¿ÏË˜ ÎÏ›Ì·Î·˜ È‰ÈˆÙÈÎÔÔ›ËÛË Â›Ó·È ‰˘Ó·Ù‹ ÌfiÓÔ Î·Ù' ÂÍ·›ÚÂÛË.
∞˘Ùfi Ô˘ ·ÓÙ›ıÂÙ· ·Ó·Ì¤ÓÂÙ·È Ó· Û˘Ì‚Â› ÛÂ ¤Ó·Ó ·ÚÈıÌfi ‚È‚ÏÈÔıËÎÒÓ, Â›-
Ó·È Ó· ‰È·ÙÂıÔ‡Ó ÚÔ˜ ÙÔÓ È‰ÈˆÙÈÎfi ÙÔÌ¤· ÔÈ ‰˘Ó·ÙfiÙËÙÂ˜ ·Ú·ÁˆÁ‹˜ ˘ Ë-
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ÚÂÛÈÒÓ ‰È·¯Â›ÚÈÛË˜ ÙË˜ ÏËÚÔÊfiÚËÛË˜ ÛÂ ÌÂÌÔÓˆÌ¤ÓÂ˜ ˘ËÚÂÛ›Â˜ ÙÔ˘˜.
∂›Ó·È ÁÂÁÔÓfi˜ fiÙÈ ˘ ¿Ú¯Ô˘Ó ÔÏÏ¤˜ ÌÔÚÊ¤˜ ·ÍÈÔÔ›ËÛË˜ ÙÔ˘ È‰ÈˆÙÈÎÔ‡ ÙÔ-
Ì¤· Î·È ÔÈ ÂÌÂÈÚ›Â˜ ÙˆÓ ‰È·ÊfiÚˆÓ ¯ˆÚÒÓ ÛÙËÓ È‰ÈˆÙÈÎÔÔ›ËÛË ˘ËÚÂ-
ÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ Ú¤ÂÈ Ó· Á›ÓÔ˘Ó ·ÓÙÈÎÂ›ÌÂÓÔ ÌÂÏ¤ÙË˜. °È· ·Ú¿‰ÂÈÁ-
Ì·, Ë ∂˘Úˆ·˚Î‹ ŒÓˆÛË ÂÓÈÛ¯‡ÂÈ ÙÈ˜ Û˘ÓÂÚÁ·Û›Â˜, Ô˘ Ô‰ËÁÔ‡Ó ÛÂ ‰ÈÂ˘-
Ú˘Ì¤ÓÔ˘˜ ˘ ÂÚÂıÓÈÎÔ‡˜ ÔÏ˘ÎÂÓÙÚÈÎÔ‡˜ ÔÚÁ·ÓÈÛÌÔ‡˜ ·Ú·ÁˆÁ‹˜ Î·È ·-
ÚÔ¯‹˜ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜, ÛÙÔ Ï·›ÛÈÔ ÙË˜ ÔÏÈÙÈÛÌÈÎ‹˜ ÂÓÔÔ›Ë-
ÛË˜ Î·È ÙË˜ Û˘Ó‰È·¯Â›ÚÈÛË˜ ÙË˜ ÏËÚÔÊÔÚ›·˜ (Parker et al, 2001) (.¯. ∫ÔÈ-
ÓÔÙÈÎ‹ ¶ÚˆÙÔ‚Ô˘Ï›· Culture, 2000, 4Ô & 5Ô ¶ÚÔÁÚ¿ÌÌ·Ù· ¶Ï·›ÛÈÔ). 
™ÙÔÓ ˘Ú‹Ó· ÙÔ˘ ÚÔ·Ó·ÊÂÚı¤ÓÙÔ˜ ÂÚˆÙ‹Ì·ÙÔ˜ ÂÓÙÔ›˙ÂÙ·È ¤Ó· ·ÎfiÌ·
ÂÈÛÙËÌÔÓÈÎfi Úfi‚ÏËÌ·, ÙÔ ÔÔ›Ô ·ÊÔÚ¿ ÛÙËÓ Ì¤ÙÚËÛË ÙË˜ ·Í›·˜ ÙË˜ ‚È-
‚ÏÈÔı‹ÎË˜-˘ËÚÂÛ›·˜ ÏËÚÔÊfiÚËÛË˜ (Eustace, 2003) ÛÙËÓ Ó¤· ÔÈÎÔÓÔÌ›·.
∏ ÚÔÛ·Ó·ÙÔÏÈÛÌ¤ÓË ÛÙÔ ÎfiÛÙÔ˜ ·Ú·‰ÔÛÈ·Î‹ ÚÔÛ¤ÁÁÈÛË ·¤¯ÂÈ ·fi ÙËÓ
·ÁÈˆÌ¤ÓË ÛÙÔÓ ¯ ÒÚÔ ·˘Ùfi ÎÔ˘ÏÙÔ‡Ú·, Ô˘ ı¤ÏÂÈ ÙËÓ ‚È‚ÏÈÔı‹ÎË-˘ËÚÂÛ›·
ÏËÚÔÊfiÚËÛË˜ Ó· ·Ú¤¯ÂÈ ˘ËÚÂÛ›Â˜, Ô˘ Â›Ó·È ÚÔÛ·Ó·ÙÔÏÈÛÌ¤ÓÂ˜ ÛÙËÓ
ÔÈÎÔÓÔÌÈÎ‹ ·Í›· (economic value). ªÂ ÙÔÓ fiÚÔ «ÔÈÎÔÓÔÌÈÎ‹ ·Í›·» ÂÓÓÔÔ‡ÌÂ
ÙÔ Û˘ÓÔÏÈÎfi ÌÂÙÚ‹ÛÈÌÔ fiÊÂÏÔ˜, Ô˘ ÔÈ ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ ‰ËÌÈÔ˘Ú-
ÁÔ‡Ó ÛÂ ¿ÏÏÂ˜ ÔÈÎÔÓÔÌÈÎ¤˜ ÔÓÙfiÙËÙÂ˜ (Abels et al, 2002). ¶ÚÔÛÂÁÁ›ÛÂÈ˜, Ô˘
Û˘ÌÂÚÈÏ·Ì‚¿ÓÔ˘Ó ÔÈÎÔÓÔÌÈÎ¤˜ Ù˘¯¤˜ ÁÈ· ÙËÓ ÙÂÎÌËÚ›ˆÛË ÙÔ˘ ÔÊ¤ÏÔ˘˜
ÙË˜ ·Ó¿Ù˘ÍË˜ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜, ·ÊÔÚÔ‡Ó ÛÙÈ˜ Û¯¤ÛÂÈ˜ Îfi-
ÛÙÔ˘˜–·ÔÙÂÏÂÛÌ·ÙÈÎfiÙËÙ·˜ Î·È ÎfiÛÙÔ˘˜–ÔÊ¤ÏÔ˘˜ (Whitehall, 1995). √È ‚È-
‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ ¤¯Ô˘Ó ·Ó·ÌÊ›‚ÔÏ· ÛËÌ·ÓÙÈÎfi ÚfiÏÔ
Î·È ÚÔÔÚÈÛÌfi Î·È ·ÏÏËÏÂÈ‰ÚÔ‡Ó ÌÂ ÙÔ ‰ÈÔÈÎËÙÈÎfi–ÔÈÎÔÓÔÌÈÎfi ÂÚÈ‚¿Ï-
ÏÔÓ, ÛÙÔ ÔÔ›Ô Î¿ıÂ ÊÔÚ¿ ÂÓÙ¿ÛÛÔÓÙ·È (Abels et al, 2002; Dalrymple, 2003).
√È Û‡Á¯ÚÔÓÂ˜ ‚È‚ÏÈÔı‹ÎÂ˜ ¯ÚÂÈ¿˙ÔÓÙ·È ÌÈ· ÊÈÏÔÛÔÊ›· ËÁÂÛ›·˜ (Perpetua,
2004) Û¯Â‰È·ÛÌ¤ÓË ¤ÙÛÈ, ÒÛÙÂ Ó· ÌÂÁÈÛÙÔÔÈÂ› ÙË Û˘Ì‚ÔÏ‹ ÙˆÓ ·ÓıÚÒˆÓ
(empowerment), ÂÈÎÂÓÙÚÒÓÔÓÙ·˜ ÙÈ˜ ‰Ú·ÛÙËÚÈfiÙËÙÂ˜ ÛÂ ı¤Ì·Ù· Ô˘ ·ÊÔ-
ÚÔ‡Ó ÛÙËÓ ÔÈfiÙËÙ·, ÛÙËÓ ÔÚÁ·ÓˆÛÈ·Î‹ Â˘ÂÏÈÍ›·, ÛÙÔÓ ÂÈ¯ÂÈÚËÛÈ·Îfi Û¯Â-
‰È·ÛÌfi Î·È ÛÙË ‰È·¯Â›ÚÈÛË ÙˆÓ ·ÏÏ·ÁÒÓ (Pors & Johansen, 2003). ∏ ·Ï·È¿
Û˘ÓÙ·Á‹ ‰ÈÔ›ÎËÛË˜ Î·È ÔÚÁ¿ÓˆÛË˜ ·ÔÙÂÏÂ› Û›ÁÔ˘ÚÔ ‰ÚfiÌÔ ÁÈ· ÙËÓ ÔÈÎÔÓÔ-
ÌÈÎ‹ Û˘ÚÚ›ÎÓˆÛË Î¿ÔÈˆÓ ‚È‚ÏÈÔıËÎÒÓ (Spies, 2000), ÂÓÒ ··ÈÙÂ›Ù·È ·Ô-
ÙÂÏÂÛÌ·ÙÈÎ‹ ‰ÈÔ›ÎËÛË ÁÈ· Ó· ·ÓÙÂÂÍ¤ÏıÔ˘Ó ÔÈ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏË-
ÚÔÊfiÚËÛË˜ ÛÙËÓ ¤ÏÏÂÈ„Ë ÔÈÎÔÓÔÌÈÎÒÓ fiÚˆÓ (Parker et al, 2001). 
4. H ¤ÓÓÔÈ· ÙË˜ ÔÏÈÎ‹˜ ˘ËÚÂÛ›·˜ ÏËÚÔÊfiÚËÛË˜  
√È ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ ¤¯Ô˘Ó È‰È·ÈÙÂÚfiÙËÙÂ˜ Î·È Â›Ó·È Û‡ÓıÂÙÂ˜ ˆ˜
ÚÔ˜ ÙÔÓ Û¯Â‰È·ÛÌfi, ÙËÓ ·Ú·ÁˆÁ‹ Î·È ÙËÓ ·ÚÔ¯‹ ÙÔ˘˜ (ªÒÎÔ˜ 2002:
ÛÂÏ. 244-246). ∏ ÚÔÛ¤ÁÁÈÛË ÛÙÔÓ Û¯Â‰È·ÛÌfi ÙÔ˘˜ ˆ˜ ÔÏÈÎ¿ ÚÔ˚fiÓÙ·-
˘ËÚÂÛ›Â˜ ‰ÈÂ˘ÎÔÏ‡ÓÂÈ ÙËÓ ÌÂÏ¤ÙË ·Ô‰ÔÙÈÎfiÙËÙ·˜ ÙˆÓ Û˘ÓÙÂÏÂÛÙÒÓ ·-
Ú·ÁˆÁ‹˜ Î·È ÙËÓ ·ÍÈÔÏfiÁËÛË ÙË˜ ÔÈfiÙËÙ¿˜ ÙÔ˘˜. ∫·Ù¿ Û˘Ó¤ÂÈ·, ·Ó¿ÏÔ-
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Á· ÌÂ ÙÔ ÛÙ¿‰ÈÔ ·Ú·ÁˆÁ‹˜ ‹/Î·È ÙÔÓ ÙÚfiÔ ·ÚÔ¯‹˜, ÌÔÚÂ› Ó· Á›ÓÂÈ
‰È¿ÎÚÈÛË ÙÔ˘ ÁÂÓÈÎÂ˘Ì¤ÓÔ˘ fiÚÔ˘ ÚÔ˚fiÓ-˘ËÚÂÛ›· ÛÂ ‰‡Ô Û¯ÂÙÈÎ¤˜ Î·ÙË-
ÁÔÚ›Â˜: ·) ÛÙÔ ÔÏÈÎfi  ÚÔ˚fiÓ-˘ËÚÂÛ›· Î·È ‚) ÛÙÔ ÂÓ‰È¿ÌÂÛÔ ÚÔ˚fiÓ–˘Ë-
ÚÂÛ›·. ™ÙÔÓ fiÚÔ ÔÏÈÎfi ÚÔ˚fiÓ–˘ËÚÂÛ›· ÂÚÈÏ·Ì‚¿ÓÔÓÙ·È ÙÔ Û‡ÓÔÏÔ ÙˆÓ
‰ÈÂÚÁ·ÛÈÒÓ Î·È ˘ ÔÚÔ˚fiÓÙˆÓ (ÂÓ‰È¿ÌÂÛˆÓ ˘ ËÚÂÛÈÒÓ), Ô˘ Û˘ÁÎÚÔÙÔ‡Ó
ÌÈ· ˘ ËÚÂÛ›· (.¯. ‰·ÓÂÈÛÌfi˜ ÙÂÎÌËÚ›ˆÓ), Â›ÙÂ Î¿ÔÈ· ·fi ·˘Ù¿ ·ÊÔÚÔ‡Ó
ÛÂ ‰ÈÎ‹ ÙË˜ ·Ú·ÁˆÁ‹, Â›ÙÂ fi¯È (·Ú·ÁˆÁ‹ ÂÓ‰È¿ÌÂÛˆÓ ˘ËÚÂÛÈÒÓ ·fi
ÙÚ›ÙÔ˘˜). ™˘¯Ó¿ ·Ú·‚Ï¤ÂÙ·È fiÙÈ ˘¿Ú¯Ô˘Ó ‰È¿ÊÔÚÔÈ ‚·ıÌÔ› Û˘ÌÌÂÙÔ-
¯‹˜ ÌÈ·˜ ‚È‚ÏÈÔı‹ÎË˜-˘ËÚÂÛ›·˜ ÏËÚÔÊfiÚËÛË˜ ÛÙÔ ÔÏÈÎfi ‹ ÙÔ ÂÓ‰È¿ÌÂ-
ÛÔ ÚÔ˚fiÓ ÙÚ›ÙˆÓ, ÂÓÒ ·ÓÙ›ÛÙÚÔÊ· Ô ·Ú·ÁˆÁfi˜ ˘ËÚÂÛÈÒÓ ÌÔÚÂ› Ó·
‚·Û›˙ÂÙ·È ÛÂ Û˘ÓÂÚÁ·Û›Â˜, Û˘ÌÚ¿ÍÂÈ˜ ÌÂ Û˘ÌÌÂÙÔ¯‹ ÙÔ˘ ‰ËÌfiÛÈÔ˘ ‹/Î·È
ÙÔ˘ È‰ÈˆÙÈÎÔ‡ ÙÔÌ¤·, Î·ıÒ˜ Î·È ÛÙËÓ ‰È·ÌfiÚÊˆÛË ÙˆÓ ‰ÈÎÒÓ ÙÔ˘ ÔÏÈÎÒÓ
˘ËÚÂÛÈÒÓ.  
™¯ÂÙÈÎ¿ ÌÂ ÙÔ ÚfiÏÔ ÙÔ˘ ‰ËÌfiÛÈÔ˘ ÙÔÌ¤·, ÔÈ ‰È¿ÊÔÚÂ˜ ÊÈÏÔÛÔÊ›Â˜ ‰ÈÔÈ-
ÎËÙÈÎÒÓ Û˘ÛÙËÌ¿ÙˆÓ ÚÔ¸Ôı¤ÙÔ˘Ó ‰È·ÊÔÚÂÙÈÎfi ‚·ıÌfi ÎÚ·ÙÈÎ‹˜ ·-
Ú¤Ì‚·ÛË˜ ÛÙË ¯ ÚËÌ·ÙÔ‰fiÙËÛË Î·È ÂÎÙ¤ÏÂÛË ¤ÚÁˆÓ ·Ú·ÁˆÁ‹˜ Î·È ·ÚÔ-
¯‹˜ ˘ËÚÂÛÈÒÓ, ÛÙËÓ ÔÚÁ¿ÓˆÛ‹ ÙÔ˘˜ Î·È ÛÙË ‰È·¯Â›ÚÈÛË ÙˆÓ ‰Ú·ÛÙËÚÈÔ-
Ù‹ÙˆÓ ·ÍÈÔÏfiÁËÛË˜. ∏ È‰ÈˆÙÈÎÔÔ›ËÛË ÙÂÏÈÎ¿ ·Ú¤¯ÂÈ ÛËÌ·ÓÙÈÎ¤˜ ‰˘Ó·-
ÙfiÙËÙÂ˜ ‚ÂÏÙ›ˆÛË˜ ÙË˜ ·ÔÙÂÏÂÛÌ·ÙÈÎfiÙËÙ·˜ ÛÙËÓ ·Ú·ÁˆÁ‹ ˘ËÚÂÛÈÒÓ,
·ÏÏ¿ ·ÓÙÈÌÂÙˆ›˙ÂÈ Â›ÛË˜ Ú·ÎÙÈÎ¤˜ ‰˘ÛÎÔÏ›Â˜, Ô˘ ‰ÂÓ ÍÂÂÚÓÈÒÓÙ·È
Â‡ÎÔÏ·. ∏ ·ÍÈÔÏfiÁËÛË ÌÔÚÂ› Ó· ·ÔÙÂÏ¤ÛÂÈ: ·) ÌÈ· ÚÂ·ÏÈÛÙÈÎ‹ ÚÔÛ¤Á-
ÁÈÛË ÛÙËÓ ‰È·¯ÚÔÓÈÎ‹ ÔÚÈÔı¤ÙËÛË ÙË˜ Û˘ÌÌÂÙÔ¯‹˜ ÙÔ˘ È‰ÈˆÙÈÎÔ‡ ÙÔÌ¤·,
Â›ÙÂ ˆ ˜ ¯ Ú‹ÛÙË ÙÔ˘ ‰ÈÔÈÎËÙÈÎÔ‡ Û˘ÛÙ‹Ì·ÙÔ˜, Â›ÙÂ ˆ ˜ ·Ú·ÁˆÁÔ‡ ÂÓ‰È¿ÌÂ-
ÛˆÓ ˘ ËÚÂÛÈÒÓ, Ô ÔÔ›Ô˜ Ï·Ì‚¿ÓÂÈ ˘ fi„Ë ÙÈ˜ ÙÔÈÎ¤˜ Î·È ÂÚÈÊÂÚÂÈ·Î¤˜
··ÈÙ‹ÛÂÈ˜ Î·È Û˘Óı‹ÎÂ˜ Î·È ‚) ÌÈ· Ì¤ıÔ‰Ô ÌÂÙÚ‹ÛÂˆÓ ÁÈ· ÙËÓ ·ÔÙÂÏÂ-
ÛÌ·ÙÈÎfiÙËÙ· Î·È ÙËÓ ÔÈfiÙËÙ· ÙˆÓ ·ÚÂ¯fiÌÂÓˆÓ ˘ ËÚÂÛÈÒÓ.
∏ ÏËÚÔÊfiÚËÛË, ·fi ÙËÓ ¿ÏÏË ÏÂ˘Ú¿, Û˘Ó‰¤ÂÙ·È ÌÂ ÌÂıfi‰Ô˘˜ ·ÍÈÔ-
ÏfiÁËÛË˜ ÛÙÔÓ ‰ËÌfiÛÈÔ ÙÔÌ¤· : ·) ·Ú·ÁˆÁ‹ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜,
Ô˘ Ó· ˘ÔÛÙËÚ›˙Ô˘Ó ‰Ú¿ÛÂÈ˜ ·ÍÈÔÏfiÁËÛË˜ ÙˆÓ ˘ËÚÂÛÈÒÓ Î·È ‚) ·ÍÈÔ-
ÏfiÁËÛË ÙÔ˘ ÙÚfiÔ˘ ÌÂ ÙÔÓ ÔÔ›Ô Á›ÓÂÙ·È ·ÓÙÈÏËÙ‹ Ë ÏËÚÔÊfiÚËÛË. √È
˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ ·Ú¤¯ÔÓÙ·È ÛÂ ¤Ó· Û˘Ó-ÂÚÁ·ÛÈ·Î¿ ·ÓÙ·ÁˆÓÈ-
ÛÙÈÎfi (co-competition) ÂÚÈ‚¿ÏÏÔÓ ·Ú·ÁˆÁÒÓ ÂÓ‰È¿ÌÂÛˆÓ Î·È ÙÂÏÈÎÒÓ
˘ËÚÂÛÈÒÓ. ∏ ÏËÚÔÊfiÚËÛË Î·È Ë ‰ÈÔ›ÎËÛË Û˘Ó·ÓÙÒÓÙ·È ÛÙËÓ Ó¤· ·˘Ù‹
Ú·ÁÌ·ÙÈÎfiÙËÙ·, Ô˘ ÂËÚÂ¿˙ÂÈ ÙËÓ Î·ıËÌÂÚÈÓfiÙËÙ· Î·È ÙËÓ ·Ú·ÁˆÁ‹ ‹
·ÚÔ¯‹ ÚÔ˚fiÓÙˆÓ Î·È ˘ ËÚÂÛÈÒÓ.
150 ¶.∞. ∫ˆÛÙ·ÁÈfiÏ·˜
2. Association of Research Libraries (ARL) «New Measures» L Programme. ¢È·ı¤ÛÈÌÔ ÛÙÔ web,
URL: http://www.arl.org/stats/newmeas/newmeas.html. & EQUINOX. Library Performance
Measurement and Quality Management System . ¢È·ı¤ÛÈÌÔ ÛÙÔ web, URL:
http://equinox.dcu.ie/.
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™¯‹Ì· 2. ¶Ù˘¯¤˜ ‰ÈÔ›ÎËÛË˜ ÙË˜ ÔÈfiÙËÙ·˜ ÛÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜.
5. ¶ÔÈfiÙËÙ· ÛÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ 
∏ ÔÈfiÙËÙ· ·ÔÙÂÏÂ› ÔÏ‡ÏÔÎÔ Ê·ÈÓfiÌÂÓÔ, Ô˘ ÂÚÈÎÏÂ›ÂÈ Û‡ÓıÂÙÂ˜
‰ÈÂÚÁ·Û›Â˜, fiˆ˜ ÔÈ ˘fi ÂÍ¤Ù·ÛË ‰È·ÛÙ¿ÛÂÈ˜ ÙË˜ ÔÈfiÙËÙ·˜ ÛÙÈ˜ ˘ËÚÂ-
Û›Â˜ ÏËÚÔÊfiÚËÛË˜, ÙÔ Â›Â‰Ô ÙˆÓ ·ÓÙÈÏ·Ì‚·ÓfiÌÂÓˆÓ ÚÔÛ‰ÔÎÈÒÓ ÙˆÓ
¯ÚËÛÙÒÓ, Ë ·Ô‰ÔÙÈÎfiÙËÙ·2 ‚È‚ÏÈÔıËÎÒÓ, Î.¿. ™ÙÔÓ ‰ÈÂıÓ‹ ¯ÒÚÔ, ¤¯Ô˘Ó
·Ó·Ù˘¯ıÂ› Û˘ÛÙ‹Ì·Ù· ÁÈ· ÙËÓ Ì¤ÙÚËÛË ÙË˜ ÔÈfiÙËÙ·˜ ÙˆÓ ˘ ËÚÂÛÈÒÓ, Ù·
ÔÔ›· ¤¯Ô˘Ó ÙÚÔÔÔÈËıÂ› Î·Ù¿ ÂÚ›ÙˆÛË Î·È ˘ ÈÔıÂÙËıÂ› ·fi ÌÂÁ¿ÏÔ˘˜
ÔÚÁ·ÓÈÛÌÔ‡˜. ∏ ÌÂıÔ‰ÔÏÔÁ›·, Ô˘ ¯ÚËÛÈÌÔÔÈÂ›Ù·È ÁÈ· ÙÈ˜ ÌÂÙÚ‹ÛÂÈ˜ Î·È
Ë Û˘ÛÙËÌ·ÙÈÎfiÙËÙ· ‰È·Ê¤ÚÔ˘Ó Û‡ÌÊˆÓ· ÌÂ ÙÔ˘˜ ·Ú·Î¿Ùˆ ‰‡Ô ‚·ÛÈÎÔ‡˜
¿ÍÔÓÂ˜ (Speller & Ghobadian, 1993; Teas, 1993; Zeithaml, 1998; Robinson,
1999; Robledo, 2001): ·) Ê‡ÛË Î·È È‰ÈÔÛ˘ÛÙ·Û›· ÙË˜ ·ÚÂ¯fiÌÂÓË˜ ˘ËÚÂ-
Û›·˜ Î·È ‚) ‰ËÌfiÛÈÔ˜ ‹ È‰ÈˆÙÈÎfi˜ ÙÔÌ¤·˜. √È ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏË-
ÚÔÊfiÚËÛË˜ ÌÔÚÔ‡Ó Ó· ·Ó·Ù‡ÍÔ˘Ó ¤Ó· Ï¤ÁÌ· ‰Ú¿ÛÂˆÓ ÛÙÔ Ï·›ÛÈÔ
ÂÓfi˜ È‰ÈfiÙ˘Ô˘ Ì¿ÚÎÂÙÈÓÁÎ (∫ˆÛÙ·ÁÈfiÏ·˜, 2005), Ô˘ ı· ‚·Û›˙ÂÙ·È, ¤Ú·
·fi ÙË Ì¤ÙÚËÛË ÙË˜ ÈÎ·ÓÔÔ›ËÛË˜ ÙÔ˘ ¯Ú‹ÛÙË, ÛÙËÓ Î¿Ï˘„Ë ÙˆÓ ÚÔÛ‰Ô-
ÎÈÒÓ ÙÔ˘. ™ÙÔ ™¯‹Ì· 3 ·ÚÔ˘ÛÈ¿˙ÂÙ·È ÌÈ· Û‡ÓıÂÛË ÙˆÓ ÚÔ·Ó·ÊÂÚı¤-
ÓÙˆÓ ÛËÌ·ÓÙÈÎÒÓ Ù˘¯ÒÓ ÁÈ· ÙËÓ ‰ÈÔ›ÎËÛË ÙË˜ ÔÈfiÙËÙ·˜ ÙˆÓ ˘ËÚÂÛÈÒÓ
ÏËÚÔÊfiÚËÛË˜: ·) ÚfiÙ˘· Î·È Û˘ÛÙ‹Ì·Ù· ‰ÈÔ›ÎËÛË˜ ÙË˜ ÔÈfiÙËÙ·˜, ‚)
Â›Â‰Ô ÚÔÛ‰ÔÎÈÒÓ Î·È ·Ú¿ÁÔÓÙÂ˜, Ô˘ ‰È·ÌÔÚÊÒÓÔ˘Ó ÙÈ˜ ÚÔÛ‰Ô-
Î›Â˜, Î·È Á) ÌÂÙÚ‹ÛÂÈ˜ ÙË˜ ÔÈfiÙËÙ·˜ ÙˆÓ ˘ ËÚÂÛÈÒÓ (SERVQUAL). 
™¯‹Ì· 3. ªÔÓÙ¤ÏÔ ¢ÈÂÚÁ·ÛÈÔÎÂÓÙÚÈÎ‹˜ ¢ÈÔ›ÎËÛË˜ ¶ÔÈfiÙËÙ·˜ ÛÂ ÌÈ· ‚È‚ÏÈÔı‹ÎË-˘ËÚÂÛ›·
ÏËÚÔÊfiÚËÛË˜ (ËÁ‹: ÃÏˆÌÔ‡‰Ë˜ & ∫ˆÛÙ·ÁÈfiÏ·˜, 2004).
5.1. ¶ÚfiÙ˘· & Û˘ÛÙ‹Ì·Ù· ÔÈfiÙËÙ·˜ ÁÈ· ÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜
ÏËÚÔÊfiÚËÛË˜
∏ ÔÈfiÙËÙ· ÌÂÙÚ¿Ù·È, ÂÏ¤Á¯ÂÙ·È, ‰È·ÛÊ·Ï›˙ÂÙ·È, ‰È·¯ÂÈÚ›˙ÂÙ·È Î·È ‰ÈÔÈÎÂ›-
Ù·È. °ÂÁÔÓfi˜ ·ÔÙÂÏÂ›, ˆ ÛÙfiÛÔ, fiÙÈ fiÛÔ ˆ ÚÈÌ¿˙ÂÈ Ë ÔÚÁ·ÓˆÙÈÎ‹ ÎÔ˘ÏÙÔ‡Ú·
ÁÈ· ÙËÓ ÔÈfiÙËÙ· ÛÂ ÌÈ· ‚È‚ÏÈÔı‹ÎË, ÙfiÛÔ ÌÂÙ·ÙÔ›˙ÔÓÙ·È ÔÈ ÂÓ¤ÚÁÂÈÂ˜ ·fi
ÙÔÓ ¤ÏÂÁ¯Ô ÛÙËÓ ÚfiÏË„Ë Î·È ÛÙÔ Û¯Â‰È·ÛÌfi ÁÈ· ÙËÓ ÔÈfiÙËÙ·. ∏ ÔÚÁ¿Óˆ-
ÛË Î·È Ë ‰È·¯Â›ÚÈÛË ÙË˜ ÔÈfiÙËÙ·˜ ÂÌÂÚÈ¤¯ÂÈ ÛÙÔÈ¯Â›·, ÌÂıÔ‰ÔÏÔÁ›Â˜ Î·È
Ú·ÎÙÈÎ¤˜ ÁÈ· ÙÔ Û‡ÓÔÏÔ ÙˆÓ ‰Ú·ÛÙËÚÈÔÙ‹ÙˆÓ, Ô˘ ·ÊÔÚÔ‡Ó ÛÙËÓ ÂÊÔ‰È·-
ÛÙÈÎ‹ ·Ï˘Û›‰· Î·È ÛÙË ‰Ú·ÛÙËÚÈfiÙËÙ· ·ÚÔ¯‹˜ ˘ ËÚÂÛÈÒÓ, Û˘ÌÂÚÈÏ·Ì‚·-
ÓÔÌ¤ÓË˜ Î·È ÙË˜ ÂÈÎÔÈÓˆÓ›·˜ ÙË˜ ‚È‚ÏÈÔı‹ÎË˜ ÌÂ ÙÔ˘˜ ¯Ú‹ÛÙÂ˜. ∆· ÚfiÙ˘-
· Î·È Ù· Û˘ÛÙ‹Ì·Ù· ‰ÈÔ›ÎËÛË˜ ÔÈfiÙËÙ·˜ ÁÈ· ÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜
ÏËÚÔÊfiÚËÛË˜ (Compare & Johansen, 1994; Pao-Nuan 2000; Bhuiyan &
Alam, 2005; Rowely, 2005) ·ÎÔÏÔ˘ıÔ‡Ó ÌÈ· ‰ÈÂÚÁ·ÛÈÔÎÂÓÙÚÈÎ‹ ÚÔÛ¤ÁÁÈ-
ÛË, fiˆ˜ ·˘Ù‹ Ô˘ ÂÚÈÁÚ¿ÊÂÙ·È ·Ú·Î¿Ùˆ. 
∆Ô Ï·›ÛÈÔ ‰ÈÂÚÁ·ÛÈÔÎÂÓÙÚÈÎ‹˜ ÔÚÁ¿ÓˆÛË˜ (™¯‹Ì· 3) ¤¯ÂÈ ˆ˜ ÛËÌÂ›Ô
ÂÎÎ›ÓËÛË˜ (·ÚÈÛÙÂÚ‹ ÏÂ˘Ú¿ ÙÔ˘ Û¯‹Ì·ÙÔ˜) ÙÔÓ ¯Ú‹ÛÙË ÙˆÓ ˘ËÚÂÛÈÒÓ
ÏËÚÔÊfiÚËÛË˜ ÙÚÔÊÔ‰ÔÙÒÓÙ·˜ ÌÂ Î‡ÚÈÂ˜ ÂÈÛÚÔ¤˜ ÙÈ˜ Ú·ÁÌ·ÙÈÎ¤˜ (Û˘ÓÂ-
·ÁfiÌÂÓÂ˜ Î·È ÂÎÊÚ·ÛÌ¤ÓÂ˜) ··ÈÙ‹ÛÂÈ˜ Î·È ÚÔÛ‰ÔÎ›Â˜ ÙÔ˘ ÁÈ· ÙËÓ ˘ Ë-
ÚÂÛ›·, ÂÓÒ Î·Ù·Ï‹ÁÂÈ (‰ÂÍÈ¿ ÏÂ˘Ú¿ ÙÔ˘ Û¯‹Ì·ÙÔ˜) Î·È ¿ÏÈ ÛÙÔ ¯Ú‹ÛÙË
ÙˆÓ ˘ËÚÂÛÈÒÓ ÙË˜ ‚È‚ÏÈÔı‹ÎË˜ ÌÂÙÚÒÓÙ·˜ ÙËÓ ÈÎ·ÓÔÔ›ËÛË ·fi ÙÈ˜ ·-
ÚÂ¯fiÌÂÓÂ˜ ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜. √È ‰ÈÂÚÁ·Û›Â˜ ÙÔÔıÂÙÔ‡ÓÙ·È ¤Î-
152 ¶.∞. ∫ˆÛÙ·ÁÈfiÏ·˜
3. ™ÙÔ Ï·›ÛÈÔ ÚÔÁÚ¿ÌÌ·ÙÔ˜ ∂¶∂∞∂∫, ‰È·ÌÔÚÊÒıËÎÂ Ë ªÔÓ¿‰·˜ √ÏÈÎ‹˜ ¶ÔÈfiÙËÙ·˜ ∞Î·-
‰ËÌ·˚ÎÒÓ µÈ‚ÏÈÔıËÎÒÓ (ª√¶∞µ), ÛÙÔ ¶·ÓÂÈÛÙ‹ÌÈÔ πˆ·ÓÓ›ÓˆÓ ·fi ÙÔ 1988. √È ‚·ÛÈÎfi-
ÙÂÚÔÈ ÛÎÔÔ› ÙÔ˘ ÚÔÁÚ¿ÌÌ·ÙÔ˜ Â›Ó·È Ë Û˘ÏÏÔÁ‹, ÂÂÍÂÚÁ·Û›· Î·È ·Ó¿Ï˘ÛË ·) ÛÙ·ÙÈÛÙÈÎÒÓ
Î·È ‚È‚ÏÈÔıËÎÔÓÔÌÈÎÒÓ ÏËÚÔÊÔÚÈÒÓ ÙˆÓ ∂ÏÏËÓÈÎÒÓ ∞Î·‰ËÌ·˚ÎÒÓ µÈ‚ÏÈÔıËÎÒÓ Î·È ‚)
ÛÙ·ÙÈÛÙÈÎÒÓ ÛÙÔÈ¯Â›ˆÓ ÁÈ· ÙË ‰ÈÂ˘ÎfiÏ˘ÓÛË ÙÔ˘ ¤ÚÁÔ˘ ÙˆÓ √Ì¿‰ˆÓ ∂ÚÁ·Û›·˜ Î·È ÙË˜ ∂ÎÙÂ-
ÏÂÛÙÈÎ‹˜ ∂ÈÙÚÔ‹˜ ÙË˜ ∫ÔÈÓÔÚ·Í›·˜, ÛÙË Ï‹„Ë ·ÔÊ¿ÛÂˆÓ Ô˘ ·ÊÔÚÔ‡Ó ÙËÓ ·Ó¿Ù˘ÍË
ÚÔÙ‡ˆÓ Î·È ·ÍÈÔÏfiÁËÛË ˘ÏÈÎÔ‡ ÙˆÓ Û˘ÏÏÔÁÒÓ ÂÚÈÔ‰ÈÎÒÓ, ÙÈ˜ ÚÔÛÎÙ‹ÛÂÈ˜ ˘ÏÈÎÔ‡, ¿‰ÂÈÂ˜
ÚfiÛ‚·ÛË˜, Î.¿. [‰È·Ù›ıÂÙ·È ÛÙÔ ‰È·‰›ÎÙ˘Ô ÛÙËÓ ÈÛÙÔÛÂÏ›‰·: www.mopab.gr/].
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ÎÂÓÙÚ· ÛÙÔ Û¯‹Ì·, Î·È ·ÔÙ˘ÒÓÔÓÙ·È ÁÈ· ÙËÓ ‰ÈÔ›ÎËÛ‹ ÙÔ˘˜, ÛÙÔ ÂÁ¯ÂÈ-
Ú›‰ÈÔ ‰È·ÛÊ¿ÏÈÛË˜ ÙË˜ ÔÈfiÙËÙ·˜. ∆Ô ÚÔ·Ó·ÊÂÚı¤Ó Ï·›ÛÈÔ ÔÚÁ¿ÓˆÛË˜
··ÈÙÂ› ·ÔÎÂÓÙÚˆÌ¤ÓÂ˜ ‰ÔÌ¤˜ ÂÍÔ˘Û›·˜ Î·È ¿ÛÎËÛË ·ÔÙÂÏÂÛÌ·ÙÈÎ‹˜
ËÁÂÛ›·˜. 
√ ¤ÏÂÁ¯Ô˜ ‰ÈÂÓÂÚÁÂ›Ù·È ÛÙÈ˜ ÂÈÛÚÔ¤˜, ÛÙÈ˜ ÂÎÚÔ¤˜ ÙÔ˘ Û˘ÛÙ‹Ì·ÙÔ˜ Î·È
ÛÙÈ˜ ‰ÈÂÚÁ·Û›Â˜-‰È·‰ÈÎ·Û›Â˜ (™¯‹Ì· 3). ∏ ‰È·ÛÊ¿ÏÈÛË ÙË˜ ÔÈfiÙËÙ·˜ ÂÈ-
Ù˘Á¯¿ÓÂÙ·È (Lam, 1997) ÌÂ ÙËÓ ÙÂÎÌËÚ›ˆÛË ÙÔ˘ Û˘ÛÙ‹Ì·ÙÔ˜ ‰È·¯Â›ÚÈÛË˜ ÙË˜
ÔÈfiÙËÙ·˜ Î·Ù·ÁÚ¿ÊÔÓÙ·˜, Û¯Â‰È¿˙ÔÓÙ·˜ Î·È ÌÂÈÒÓÔÓÙ·˜ ÙËÓ ÌÂÙ·‚ÏËÙfiÙË-
Ù· ‰ÂÈÎÙÒÓ ÁÈ· ÙÈ˜ ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜. ™ÙÔ ·Ú·¿Óˆ ‰ÈÂÚÁ·ÛÈÔÎÂ-
ÓÙÚÈÎfi Ï·›ÛÈÔ ÁÈ· ÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜, ¤¯Ô˘Ó ·Ó·-
Ù˘¯ıÂ› ÚfiÙ˘· Î·È Ô‰ËÁ›Â˜ ·fi ÊÔÚÂ›˜ Ù˘ÔÔ›ËÛË˜, ÂıÓÈÎ¤˜3 Î·È ‰ÈÂ-
ıÓÂ›˜ ·Ú¯¤˜ ‹/Î·È ‰Ú¿ÛÂÈ˜ fiˆ˜ ÙÔ˘ SCONUL (Sykes, 1996) (Standing
Conference of University Libraries) ÁÈ· ÙËÓ ÔÈfiÙËÙ· ÛÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜. 
°È· ÙËÓ ‰È·¯Â›ÚÈÛË ÙË˜ ÔÈfiÙËÙ·˜, ÛÙËÓ ∂ÏÏ¿‰· ·ÏÏ¿ Î·È ÛÙÔ ÂÍˆÙÂÚÈ-
Îfi, ÙÔ ÚfiÙ˘Ô, ‚¿ÛÂÈ ÙÔ˘ ÔÔ›Ô˘ ‰‡Ó·Ù·È Ó· ÈÛÙÔÔÈÂ› ÌÈ· ‚È‚ÏÈÔı‹ÎË
¤Ó· Û‡ÛÙËÌ· ‰È·¯Â›ÚÈÛË˜ ÙË˜ ÔÈfiÙËÙ·˜, Â›Ó·È ÙÔ ISO 9001:2000 (Compare
& Johansen, 1994; Dawes, 1997; Pao-Nuan 2000; Rowely, 2005). ¶ÚfiÙ˘·
ÌÂ ˘„ËÏfi ‰Â›ÎÙË Û˘Ì‚·ÙfiÙËÙ·˜ ÌÂ ÙÔ ISO 9001:2000, Â›Ó·È ÙÔ  ISO 11620
ÛÂ Û˘Ó‰˘·ÛÌfi ÌÂ ÙÔ ISO 2789 «Information & Documentation– Inter-
national Library Statistics» (Sumsion, 2003). ∆Ô ÚfiÙ˘Ô ISO 11620 Û˘ÓÔ-
‰Â‡ÂÙ·È ·fi ÙÚ›· (3) ·Ú·ÚÙ‹Ì·Ù· ‰ÂÈÎÙÒÓ Ô˘ ·ÊÔÚÔ‡Ó (Farrell, 1998)
ÛÙËÓ ·ÓÙ›ÏË„Ë ÙÔ˘ ¯Ú‹ÛÙË (user perception), ÛÙËÓ ·ÚÔ¯‹ ˘ËÚÂÛÈÒÓ
(public services), Î·È ÛÙÈ˜ ÙÂ¯ÓÈÎ¤˜ ˘ËÚÂÛ›Â˜ (technical services). ∏ ·ÛÊ¿-
ÏÂÈ· ÙˆÓ ‰Â‰ÔÌ¤ÓˆÓ Î·È ÏËÚÔÊÔÚÈÒÓ ÛÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜ ÂÍÂÙ¿˙ÂÙ·È ·fi
ÂÈ‰ÈÎ¿ ÚfiÙ˘· ÔÈfiÙËÙ·˜ (Davies, 1997; Solms, 1999). ∏ ÔÚıfiÙÂÚË ‰È·-
¯Â›ÚÈÛË ÂÚÈ‚·ÏÏÔÓÙÈÎÒÓ ıÂÌ¿ÙˆÓ Î·È ÚÔÁÚ·ÌÌ¿ÙˆÓ ·Ó·Î‡ÎÏˆÛË˜, Î·-
ıÒ˜ Î·È Ë ˘ÁÈÂÈÓ‹ Î·È Ë ·ÛÊ¿ÏÂÈ· ÙˆÓ ÂÚÁ·˙ÔÌ¤ÓˆÓ, ·ÊÔÚ¿ Î·È ÛÙÈ˜ ‚È-
‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ (Ephrain, 2003) Ô˘ ÔÊÂ›ÏÔ˘Ó, ÛÂ‚fi-
ÌÂÓÂ˜ ÙÔ˘˜ ¯ Ú‹ÛÙÂ˜ ÙÔ˘ ·ÚfiÓÙÔ˜ ·ÏÏ¿ Î·È ÙÔ˘˜ Ì¤ÏÏÔÓÙÔ˜, Ó· ·Ó·Ù‡ÍÔ˘Ó
Û˘ÛÙ‹Ì·Ù· ÁÈ· ÙËÓ ÂÚÈ‚·ÏÏÔÓÙÈÎ‹ ‰È·¯Â›ÚÈÛË (.¯. ISO 14001) Î·È ÙËÓ
˘ÁÈÂÈÓ‹ Î·È ·ÛÊ¿ÏÂÈ· ÙˆÓ ÂÚÁ·˙ÔÌ¤ÓˆÓ (.¯. ∂§√∆ 1801). 
ªÈ· ¿ÏÏË Î·ÙÂ‡ı˘ÓÛË ÛËÌ·ÓÙÈÎÒÓ ÚÔÛÂÁÁ›ÛÂˆÓ ÁÈ· ÙÈ˜ ˘ËÚÂÛ›Â˜
ÏËÚÔÊfiÚËÛË˜ ·ÊÔÚ¿ ÛÙËÓ ·Ó¿Ù˘ÍË ÚÔÁÚ·ÌÌ¿ÙˆÓ ¢ÈÔ›ÎËÛË˜ √ÏÈÎ‹˜
¶ÔÈfiÙËÙ·˜ (¢.√.¶.) ‹/Î·È ÙËÓ ÂÊ·ÚÌÔÁ‹ Û˘ÛÙËÌ¿ÙˆÓ ·˘Ùfi-·ÍÈÔÏfiÁËÛË˜,
Ô˘ ÚÔ¤Ú¯ÔÓÙ·È ·fi Ù· ¢ÈÂıÓ‹ µÚ·‚Â›· ¶ÔÈfiÙËÙ·˜.4 ¶·Ú·‰Â›ÁÌ·Ù·
ÚÔÁÚ·ÌÌ¿ÙˆÓ ¢.√.¶. ÛÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜ (Johannsen, 1992; Butterwick,
1993; Pilling, 1996 & 1997) ·ÊÔÚÔ‡Ó ÛÙÔ ÚfiÁÚ·ÌÌ· Û˘ÓÂ¯Ô‡˜ ‚ÂÏÙ›ˆÛË˜
(Quality Improvement Program), Ô˘ ·ÓÂÙ‡¯ıË ÛÙËÓ ‚È‚ÏÈÔı‹ÎË ÙÔ˘ ·ÓÂ-
ÈÛÙËÌ›Ô˘ ÙÔ˘ Belfast (Queen's University of Belfast) Î·È ÙÔ ÚfiÁÚ·ÌÌ·
¢.√.¶. ÙÔ˘ BLDSC (British Library Document Supply Centre). ∞ÚÎÂÙ¤˜ Û‡Á-
¯ÚÔÓÂ˜ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜ ¤¯Ô˘Ó ÂÊ·ÚÌfiÛÂÈ ÌÂ ÌÂÁ·-
Ï‡ÙÂÚË ‹ ÌÈÎÚfiÙÂÚË ÂÈÙ˘¯›· ÚÔÁÚ¿ÌÌ·Ù· ¢ÈÔ›ÎËÛË˜ √ÏÈÎ‹˜ ¶ÔÈfiÙËÙ·˜.
5.2. ¶ÚÔÛ‰ÔÎ›Â˜ ¯ÚËÛÙÒÓ Î·È ·Ú¿ÁÔÓÙÂ˜ ‰È·ÌfiÚÊˆÛË˜
ÚÔÛ‰ÔÎÈÒÓ 
∏  «ÚÔÛ‰ÔÎ›·» ·ÔÙÂÏÂ› Û‡ÓıÂÙË Î·È ‰˘Ó·ÌÈÎ‹ ¤ÓÓÔÈ· Ô˘ ÔÚ›˙ÂÙ·È ÛÙ·
Ï·›ÛÈ· ‰‡Ô Î˘Ú›·Ú¯ˆÓ Ù¿ÛÂˆÓ ‰È·ÎÚÈÙ¿ ‹ Û˘Ó‰˘·˙fiÌÂÓ· (Teas, 1993;
Harvey, 1998; Robinson, 1999; Pors, 2001): ·) «ÚÔ‚Ï¤„ÂÈ˜» ÙÔ˘ ¯Ú‹ÛÙË
ÁÈ· ÙËÓ ˘ËÚÂÛ›·, ‰ËÏ·‰‹, «ÙÈ ÂÚÈÌ¤ÓÔ˘Ó ÔÈ ¯Ú‹ÛÙÂ˜ Ó· Û˘Ó·ÓÙ‹ÛÔ˘Ó…»
& ‚) «ÂÎÙÈÌ‹ÛÂÈ˜» ÙÔ˘ ¯Ú‹ÛÙË ÁÈ· ÙÔ Â›Â‰Ô (·Ô‰ÂÎÙfi Â›Â‰Ô ‹ Û˘-
ÁÎÚÈÓfiÌÂÓÔ ÌÂ Î¿ÔÈ· ÚfiÙ˘·) ÙˆÓ ˘ ËÚÂÛÈÒÓ, ‰ËÏ·‰‹ «ÙÈ ı· ‹ıÂÏ·Ó ÔÈ
¯Ú‹ÛÙÂ˜ Ó· Û˘Ó·ÓÙ‹ÛÔ˘Ó…». √È ÚÔÛ‰ÔÎ›Â˜ ÙÔ˘ ¯Ú‹ÛÙË ÁÈ· ÙËÓ ÔÈfiÙËÙ·
ÙˆÓ ·ÚÂ¯ÔÌ¤ÓˆÓ ˘ËÚÂÛÈÒÓ ‰È·ÌÔÚÊÒÓÔÓÙ·È ·fi ¤Ó· Û˘Ó‰˘·ÛÌfi ¯·-
Ú·ÎÙËÚÈÛÙÈÎÒÓ Î·È ·Ú·ÁfiÓÙˆÓ, Ô˘ Û˘ÓÔ„›˙ÔÓÙ·È ˆ˜ ·ÎÔÏÔ‡ıˆ˜: ·)
ÚÔËÁÔ‡ÌÂÓÂ˜ ÂÌÂÈÚ›Â˜ ÙÔ˘ ¯ Ú‹ÛÙË ·fi ÙËÓ ˘ ËÚÂÛ›·, ‚) ˘ Ô‰Â›ÍÂÈ˜ ÙÚ›-
ÙˆÓ Á) ·Ú¿ÁÔÓÙÂ˜, Ô˘ ·ÊÔÚÔ‡Ó ÛÙËÓ ÂÈÎÔÈÓˆÓ›· (¿ÌÂÛË & ¤ÌÌÂÛË) ÙÔ˘
¯Ú‹ÛÙË ÌÂ ÙËÓ ˘ ËÚÂÛ›· Î·È ‰) ·Ú¿ÁÔÓÙÂ˜, Ô˘ ·ÊÔÚÔ‡Ó ÛÙÔÓ ‰ËÌfiÛÈÔ ‹
È‰ÈˆÙÈÎfi ¯ ·Ú·ÎÙ‹Ú· ÙˆÓ ˘ ËÚÂÛÈÒÓ. 
5.3. ªÂÙÚ‹ÛÂÈ˜ ÔÈfiÙËÙ·˜ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜ 
∆Ô ‰ÈÂıÓÒ˜ ·Ó·ÁÓˆÚÈÛÌ¤ÓÔ ÌÔÓÙ¤ÏÔ, Ô˘ ‚·Û›˙ÂÙ·È ÛÙÈ˜ ÚÔÛ‰ÔÎ›Â˜
(expectation) Î·È ÛÙËÓ ‰È¿„Â˘ÛË ÙˆÓ ÚÔÛ‰ÔÎÈÒÓ (disconfirmation ap-
proaches) ÙˆÓ ¯ÚËÛÙÒÓ ÙˆÓ ˘ËÚÂÛÈÒÓ Â›Ó·È ÙÔ SERVQUAL (Para-
suraman et al. 1988; Parasuraman et al, 1991; Parasuraman, 2004). ™‡ÌÊˆ-
Ó· ÌÂ ·˘Ù‹Ó ÙËÓ ÚÔÛ¤ÁÁÈÛË, Ë ÔÈfiÙËÙ· ÙˆÓ ˘ËÚÂÛÈÒÓ (Service Quality,
SQ) ÌÂÙÚ¿Ù·È Û˘ÁÎÚ›ÓÔÓÙ·˜ ÙÈ˜ ·ÓÙÈÏ‹„ÂÈ˜ (Perceptions, P) ÌÂ ÙÈ˜ ÚÔÛ‰Ô-
Î›Â˜ (Expectations, E) Î·È ÔÚ›˙ÂÙ·È ˆ ˜ Ë ‰È·ÊÔÚ¿ ÌÂÙ·Í‡ ·ÓÙÈÏ‹„ÂˆÓ Î·È
ÚÔÛ‰ÔÎÈÒÓ (SQ=P-E). ∫·Ù¿ Û˘Ó¤ÂÈ·, Ô ¯Ú‹ÛÙË˜ ·ÓÙÈÏ·Ì‚¿ÓÂÙ·È ÙËÓ
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4. ™Ù· ‚È‚Ï›· ÙˆÓ (Jurow & Barnard, 1993;  O’Neil, 1994) ·Ú¤¯ÂÙ·È ÌÈ· ‰ÈÂÍÔ‰ÈÎ‹ Î·È
ÂÓ‰È·Ê¤ÚÔ˘Û· ·Ó¿Ï˘ÛË ÙÂ¯ÓÈÎÒÓ Ô˘ ·ÊÔÚÔ‡Ó ÛÙËÓ ÔÏÈÎ‹ ÔÈfiÙËÙ· ÛÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜. ∆·
Î˘ÚÈfiÙÂÚ· ‰ÈÂıÓ‹ ‚Ú·‚Â›· ÔÈfiÙËÙ·˜ Â›Ó·È: European Quality Award, EQA, ∂˘Úˆ·˚Îfi
µÚ·‚Â›Ô ¶ÔÈfiÙËÙ·˜, Malcolm Baldridge Quality Award, MBQA, ∞ÌÂÚÈÎ¿ÓÈÎÔ µÚ·‚Â›Ô
¶ÔÈfiÙËÙ·˜ Î·È Deming Prize, π·ˆÓÈÎfi µÚ·‚Â›Ô ¶ÔÈfiÙËÙ·˜.
«˘„ËÏ‹» ÔÈfiÙËÙ·, fiÙ·Ó Ë ·ÓÙÈÏ·Ì‚·ÓfiÌÂÓË ·fi‰ÔÛË ÍÂÂÚÓ¿ÂÈ ÙÈ˜
ÚÔÛ‰ÔÎ›Â˜ ÙÔ˘. ∏ ‰È¿„Â˘ÛË ÙˆÓ ÚÔÛ‰ÔÎÈÒÓ ÙˆÓ ¯ÚËÛÙÒÓ Û˘ÓÂ¿ÁÂÙ·È
¯·ÌËÏ‹ ÔÈfiÙËÙ· ÙˆÓ ·ÚÂ¯ÔÌ¤ÓˆÓ ˘ËÚÂÛÈÒÓ Î·È ÌË ÈÎ·ÓÔÔÈËÌ¤ÓÔ˘˜
¯Ú‹ÛÙÂ˜: ∏ ˘ ËÚÂÛ›· Ô˘ ¤Ï·‚· (·ÓÙÈÏ·Ì‚·ÓfiÌÂÓË ·fi‰ÔÛË) ‹Ù·Ó ¯ ÂÈÚfi-
ÙÂÚË ·fi ·˘Ù‹ Ô˘ ÂÚ›ÌÂÓ· Ó· Û˘Ó·ÓÙ‹Ûˆ (ÚÔÛ‰ÔÎ›·)! 
∏ ¤ÓÓÔÈ· ÙË˜ ÚÔÛ‰ÔÎ›·˜ ÂÓÛˆÌ·ÙÒÓÂÙ·È, Î·Ù¿ ÙËÓ ‰È¿ÚÎÂÈ· ÙË˜ ÙÂ-
ÏÂ˘Ù·›·˜ ‰ÂÎ·ÂÙ›·˜, ÛÙÈ˜ ÂÈÛÙËÌÔÓÈÎ¤˜ ÚÔÛÂÁÁ›ÛÂÈ˜ ÁÈ· ÙË ¢ÈÔ›ÎËÛË
√ÏÈÎ‹˜ ¶ÔÈfiÙËÙ·˜. ∆Ô ·Ú¯ÈÎfi ÌÔÓÙ¤ÏÔ SERVQUAL ÂÚÈÏ·Ì‚¿ÓÂÈ ÂÓfiÙË-
ÙÂ˜ ÌÂÙÚ‹ÛÂˆÓ ÚÔÛ‰ÔÎÈÒÓ Î·È ·ÓÙÈÏ‹„ÂˆÓ ÁÈ· Â›ÎÔÛÈ ‰‡Ô ¯ ·Ú·ÎÙËÚÈÛÙÈ-
Î¿ ÙˆÓ ˘ËÚÂÛÈÒÓ, Ô˘ ‰È·ÎÚ›ÓÔÓÙ·È ÛÂ ¤ÓÙÂ ‚·ÛÈÎ¤˜ ‰È·ÛÙ¿ÛÂÈ˜: ·)
Tangibles –ÀÔ‰ÔÌ¤˜, ‚) Reliability-∞ÍÈÔÈÛÙ›·, Á) Responsiveness-∞ÓÙ·fi-
ÎÚÈÛË, ‰) Assurance-∞ÛÊ¿ÏÂÈ·, Â) Empathy-™˘Ó·ÈÛıËÌ·ÙÈÎ‹ ∫·Ù·ÓfiËÛË.
To ·Ú¯ÈÎfi ‹ ÂÂÎÙ¿ÛÂÈ˜ ÙÔ˘ ·Ú¯ÈÎÔ‡ SERVQUAL ¤¯Ô˘Ó ÙÚÔÔÔÈËıÂ›
ÁÈ· ÙËÓ Ì¤ÙÚËÛË ÙË˜ ÔÈfiÙËÙ·˜ ÛÙÈ˜ ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚË-
ÛË˜ Û‡ÌÊˆÓ· ÌÂ Ù· ·ÎfiÏÔ˘ı· (Leyland et al, 1995; Dyke & Kappelman,
1999; Harris & Harrington, 2000; Snoj & Petermanec, 2001; Walters, 2003;
Nagata et al, 2004; Satoh, 2005): ·) Ù‡Ô˜ ‚È‚ÏÈÔı‹ÎË˜-˘ËÚÂÛ›·˜ ÏËÚÔ-
ÊfiÚËÛË˜ ‚) ‰È·ÊÔÚÂÙÈÎ¤˜ ‰È·ÛÙ¿ÛÂÈ˜ Î·È ÂÍÂÙ·˙fiÌÂÓ· ¯·Ú·ÎÙËÚÈÛÙÈÎ¿
ÛÙÈ˜ ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜, Á) ‰È·ÊÔÚÂÙÈÎ‹ ‹ ›‰È· ‚·Ú‡ÙËÙ· ÛÙÈ˜ ÌÂ-
ÙÚ‹ÛÂÈ˜ ÁÈ· ÙËÓ ÔÈfiÙËÙ· ÙˆÓ ˘ËÚÂÛÈÒÓ, Î·È ‰) ‰È·ÊÔÚÂÙÈÎ‹ ÂÈÏÔÁ‹ ÙË˜
ÎÏ›Ì·Î·˜ ÌÂÙÚ‹ÛÂˆÓ. ªÈ· ·ÎfiÌ· ÛËÌ·ÓÙÈÎ‹ ÙÚÔÔÔ›ËÛË ·ÊÔÚ¿ ÛÙÔ
ÚˆÙfiÎÔÏÏÔ ÌÂÙÚ‹ÛÂˆÓ LibQUAL+TM, ÙÔ ÔÔ›Ô ÚÔ¤Ú¯ÂÙ·È ·fi ÙÚÔ-
ÔÔ›ËÛË ÙÔ˘ ÂÎÙÂÙ·Ì¤ÓÔ˘ SERVQUAL ÌÂ ÚˆÙÔ‚Ô˘Ï›· ÙÔ˘ A.R.L.
(Association of Research Libraries). ∆Ô LibQUAL+∆ª ·ÔÙÂÏÂ›Ù·È ·fi
Ù¤ÛÛÂÚÈ˜ (4) ‰È·ÛÙ¿ÛÂÈ˜ ÙË˜ ÔÈfiÙËÙ·˜ Î·È 25 ÂÚÂ˘ÓËÙÈÎ¤˜ ÂÚˆÙ‹ÛÂÈ˜ (¯·-
Ú·ÎÙËÚÈÛÙÈÎ¿ ÙË˜ ˘ËÚÂÛ›·˜ ÏËÚÔÊfiÚËÛË˜) Î·È ‰È·Ù›ıÂÙ·È Î·È ÛÂ ËÏÂ-
ÎÙÚÔÓÈÎ‹ ÌÔÚÊ‹5 (Thompson, 2000; Wall, 2000; Cook et al, 2003; Kyrillidou
& Persson, 2006).
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5. √È ‰È·ÛÙ¿ÛÂÈ˜ Â›Ó·È ·) Â›‰Ú·ÛË ÙË˜ ˘ËÚÂÛ›·˜ (affect of service), ‚) ·ÙÔÌÈÎfi˜ ¤ÏÂÁ¯Ô˜
(personal control), Á) ÚfiÛ‚·ÛË ÛÙËÓ ÏËÚÔÊÔÚ›· (access to information) Î·È Á) ‚È‚ÏÈÔı‹-
ÎË ˆ˜ ¯ÒÚÔ˜ (library as place). ¢È·Ù›ıÂÙ·È ÛÙÔ ‰È·‰›ÎÙ˘Ô ÛÙËÓ ËÏÂÎÙÚÔÓÈÎ‹ ‰ÈÂ‡ı˘ÓÛË:
http://www.libqual.org/
™¯‹Ì· 4. ∞ÔÎÏ›ÛÂÈ˜ ÔÈfiÙËÙ·˜ (GAP 5) Û‡ÌÊˆÓ· ÌÂ ÙÔ ÌÔÓÙ¤ÏÔ SERVQUAL.
™‡ÌÊˆÓ· ÌÂ ÙÔ ÌÔÓÙ¤ÏÔ SERVQUAL, ÔÈ ·ÔÎÏ›ÛÂÈ˜ ÌÂÙ·Í‡ ·ÓÙÈÏ‹-
„ÂˆÓ Î·È ÚÔÛ‰ÔÎÈÒÓ ÙˆÓ ¯ÚËÛÙÒÓ ÙˆÓ ˘ËÚÂÛÈÒÓ Â›Ó·È ÁÓˆÛÙ¤˜ ˆ˜
∞ÔÎÏ›ÛÂÈ˜ ∆‡Ô˘ 5 (™¯‹Ì· 4, Gap 5) (Parasuraman, 2004). √È ÙÈÌ¤˜ ÙˆÓ
·ÔÎÏ›ÛÂˆÓ (ıÂÙÈÎÒÓ & ·ÚÓËÙÈÎÒÓ) ÌÂÙ·Í‡ ·ÓÙÈÏ·Ì‚·ÓfiÌÂÓË˜ Î·È ÚÔÛ-
‰ÔÎÒÌÂÓË˜ ÔÈfiÙËÙ·˜ ‰È·ÌÔÚÊÒÓÔ˘Ó ÙÔ ·Ô‰ÂÎÙfi (tolerable) ·fi ÙÔ˘˜
¯Ú‹ÛÙÂ˜ Â›Â‰Ô ÙË˜ ÔÈfiÙËÙ·˜ ÙˆÓ ·ÚÂ¯ÔÌ¤ÓˆÓ ˘ËÚÂÛÈÒÓ (¢ÂÚ‚ÈÙÛÈÒ-
ÙË˜, 2001). ∆Ô ·Ô‰ÂÎÙfi Â›Â‰Ô ÙË˜ ÔÈfiÙËÙ·˜ Ô‡ÙÂ ÈÎ·ÓÔÔÈÂ› ÙÔ˘˜ ¯Ú‹-
ÛÙÂ˜ Ô‡ÙÂ ÙÔ˘˜ ‰˘Û·ÚÂÛÙÂ›. ™Â ·˘Ù‹ ÙËÓ ÚÔÛ¤ÁÁÈÛË Ù›ıÂÓÙ·È ÂÚˆÙ‹Ì·Ù·
fiˆ˜ ·) fiÛÔ ÛËÌ·ÓÙÈÎ¤˜ Â›Ó·È ÔÈ ·ÔÎÏ›ÛÂÈ˜ ÙÔ˘ GAP 5 ÁÈ· ÙËÓ ·Ô‰Ô¯‹
ÙË˜ ˘ËÚÂÛ›·˜; ‚) ÔÈÂ˜ Â›Ó·È ÔÈ ÙÈÌ¤˜ ıÂÙÈÎÒÓ ‹ ·ÚÓËÙÈÎÒÓ ·ÔÎÏ›ÛÂˆÓ
ÛÙÔ GAP 5, ÛÂ Û˘Ó¿ÚÙËÛË ÌÂ ÙËÓ ÈÎ·ÓÔÔ›ËÛË ‹ ÙËÓ ‰˘Û·Ú¤ÛÎÂÈ· ÙˆÓ
¯ÚËÛÙÒÓ, ·ÓÙ›ÛÙÔÈ¯·; & Á) ÔÈ· Â›Ó·È Ë Â›‰Ú·ÛË Â·Ó¿ÏË„Ë˜ ÙË˜ ˘ËÚÂ-
Û›·˜ ÛÙÈ˜ ÌÂÙÚ‹ÛÂÈ˜ ·ÔÎÏ›ÛÂˆÓ Ù‡Ô˘ 5; ∏ ¢ÈÔ›ÎËÛË ¶ÚÔÛ‰ÔÎÈÒÓ
(Expectation Management), ÛÙÔ Î¿Ùˆ Ì¤ÚÔ˜ ÙÔ˘ Û¯‹Ì·ÙÔ˜ (™¯‹Ì· 5) ÙÚÔ-
ÊÔ‰ÔÙÂ›Ù·È ÌÂ ÌÂÙÚ‹ÛÂÈ˜ ÙÔ˘ ÂÈ¤‰Ô˘ ÙˆÓ ÚÔÛ‰ÔÎÈÒÓ ÙˆÓ ¯ÚËÛÙÒÓ Î·È
ÌÂ ÌÂÙÚ‹ÛÂÈ˜ ÙˆÓ ·Ú·ÁfiÓÙˆÓ, Ô˘ ‰È·ÌÔÚÊÒÓÔ˘Ó ÙÈ˜ ÚÔÛ‰ÔÎ›Â˜. ∏ ¢È-
Ô›ÎËÛË ¶ÚÔÛ‰ÔÎÈÒÓ ÛÙÔ¯Â‡ÂÈ ÛÙËÓ ·Ó¿Ù˘ÍË ÙˆÓ Î·Ù¿ÏÏËÏˆÓ ‰ÈÔÈÎËÙÈ-
ÎÒÓ–ÔÚÁ·ÓˆÙÈÎÒÓ ‰Ú¿ÛÂˆÓ, ¤ÙÛÈ ÒÛÙÂ ÙÔ Â›Â‰Ô ÙˆÓ ÚÔÛ‰ÔÎÈÒÓ ÙˆÓ
¯ÚËÛÙÒÓ Ó· Û˘ÁÎÏ›ÓÂÈ ÌÂ ÙÔ Â›Â‰Ô ÙË˜ ·ÓÙÈÏ·Ì‚·ÓfiÌÂÓË˜ ·fi‰ÔÛË˜. 
5.4. ™˘ÌÂÚ¿ÛÌ·Ù· 
∆Ô ¿ÚıÚÔ ·Ú¤¯ÂÈ Î·ÙÂ˘ı˘ÓÙ‹ÚÈÂ˜ ÁÚ·ÌÌ¤˜ ÁÈ· ÌÂÚÈÎ¤˜ Ù˘¯¤˜ ÙË˜
ÔÈfiÙËÙ·˜ ÛÙÈ˜ ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜. ™ÙËÓ ‚È‚ÏÈÔÁÚ·Ê›· ÁÈ· ÙËÓ
ÔÈfiÙËÙ· Î·È ÙÔ Ì¿ÚÎÂÙÈÓÁÎ, ÔÈ Û˘ÁÁÚ·ÊÂ›˜ Û˘ÌÊˆÓÔ‡Ó fiÙÈ Ë Î·Ù·Ó·Ïˆ-
ÙÈÎ‹ ·ÊÔÛ›ˆÛË, Ë ÈÎ·ÓÔÔ›ËÛË ÙÔ˘ ¯Ú‹ÛÙË ‹/Î·È Ë Î¿Ï˘„Ë ÙˆÓ ÚÔÛ‰Ô-
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ÎÈÒÓ ÙÔ˘ ¯Ú‹ÛÙË ·ÔÙÂÏÔ‡Ó ıÂÌÂÏÈÒ‰Ë ˙ËÙ‹Ì·Ù· ÁÈ· ÙËÓ ‚ÈˆÛÈÌfiÙËÙ·
ÔÔÈÔ˘‰‹ÔÙÂ ÔÚÁ·ÓÈÛÌÔ‡. √È ‚È‚ÏÈÔı‹ÎÂ˜-˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜
ÛÙËÓ ∂ÏÏ¿‰· Î·È ÛÙÔ ÂÍˆÙÂÚÈÎfi, È‰ÈˆÙÈÎ¤˜ Î·È ‰ËÌfiÛÈÂ˜, ‰ÂÓ ·ÔÙÂÏÔ‡Ó
ÂÍ·›ÚÂÛË. ™ÙÔ ¿ÚıÚÔ ·ÚÔ˘ÛÈ¿ÛÙËÎÂ ÌÈ· ÚÔÛ¤ÁÁÈÛË ÁÈ· ÙËÓ ·Ó¿Ù˘ÍË
ÛÙÚ·ÙËÁÈÎÒÓ ÛÙÈ˜ ˘ËÚÂÛ›Â˜ ÏËÚÔÊfiÚËÛË˜, ÛÙÔ Ï·›ÛÈÔ ÙÔ˘ ·ÓÙ·ÁˆÓÈ-
ÛÙÈÎÔ‡ ‰ÈÙÙ¿ ˘‚ÚÈ‰ÈÎÔ‡ ÂÈ¯ÂÈÚËÛÈ·ÎÔ‡ ÂÚÈ‚¿ÏÏÔÓÙÔ˜, ÛÙÔ ÔÔ›Ô ˘Ê›-
ÛÙ·ÓÙ·È. ∏ ÚÔÛ¤ÁÁÈÛË, Ô˘ ·ÎÔÏÔ˘ı‹Û·ÌÂ, ÂÌÂÚÈ¤¯ÂÈ ÙÈ˜ ÚÔÛ‰ÔÎ›Â˜
ÙˆÓ ¯ÚËÛÙÒÓ ÙˆÓ ˘ËÚÂÛÈÒÓ ÏËÚÔÊfiÚËÛË˜. ™ÙÔÓ ∂ÏÏËÓÈÎfi ¯ÒÚÔ, Î·-
ıfiÛÔÓ ÁÓˆÚ›˙Ô˘ÌÂ, ‰ÂÓ ¤¯ÂÈ  ‰ÈÂÍ·¯ıÂ› Ì¤¯ÚÈ Û‹ÌÂÚ· ·ÓÙ›ÛÙÔÈ¯Ë ÂÌÂÈ-
ÚÈÎ‹ ¤ÚÂ˘Ó·.
∏ ÚÔÙÂÈÓfiÌÂÓË ÚÔÛ¤ÁÁÈÛË ‰‡Ó·Ù·È Ó· ˘ÔÛÙËÚ›ÍÂÈ ÙËÓ ‰ÈÂÚÂ‡ÓËÛË
ÙˆÓ ›‰ÈˆÓ ÙˆÓ ‰ÔÌÈÎÒÓ ÛÙÔÈ¯Â›ˆÓ ÙÔ˘ ÔÚ¿Ì·ÙÔ˜, ÙË˜ ¢ÈÔ›ÎËÛË˜ ÙË˜ ¶ÔÈ-
fiÙËÙ·˜ ÛÙÈ˜ ÀËÚÂÛ›Â˜ ¶ÏËÚÔÊfiÚËÛË˜. ∏ ¢ÈÔ›ÎËÛË ¶ÔÈfiÙËÙ·˜ ·ÊÔÚ¿
ÛÙËÓ ˘ÈÔı¤ÙËÛË ÚÔÙ‡ˆÓ, fiˆ˜ Ë ÛÂÈÚ¿ ISO 9000:2000 /ISO 9001:2000,
ÂÓÒ Ë ¢ÈÔ›ÎËÛË ¶ÚÔÛ‰ÔÎÈÒÓ ·ÊÔÚ¿ ÛÙÈ˜ ÚÔÛ‰ÔÎ›Â˜ ÙˆÓ ¯ÚËÛÙÒÓ.
∂ÚÂ˘ÓËÙÈÎfi ÂÓ‰È·Ê¤ÚÔÓ ¤¯ÂÈ Ë ·Ó¿Ï˘ÛË ÙˆÓ ··ÈÙ‹ÛÂˆÓ ÙÔ˘ ÚÔÙ‡Ô˘
ISO 9000:2000 /ISO 9001:2000 ÁÈ· ÙÈ˜ ‰È·ÎÚÈÓfiÌÂÓÂ˜ ˘ËÚÂÛ›Â˜ ÏËÚÔ-
ÊfiÚËÛË˜ ‹/Î·È Ë ‰ÈÂÍ·ÁˆÁ‹ ÂÌÂÈÚÈÎÒÓ ÂÚÂ˘ÓÒÓ ÁÈ· ÌÂÙÚ‹ÛÂÈ˜ ·Ú·Áfi-
ÓÙˆÓ, Ô˘ ‰È·ÌÔÚÊÒÓÔ˘Ó ÙÈ˜ ÚÔÛ‰ÔÎ›Â˜ Î·ıÒ˜ Î·È ÙË˜ ÔÈfiÙËÙ·˜ ÙˆÓ
˘ËÚÂÛÈÒÓ. ¶Ù˘¯¤˜ ¢ÈÔ›ÎËÛË˜ ÙË˜ ¶ÔÈfiÙËÙ·˜ ÛÙÈ˜ µÈ‚ÏÈÔı‹ÎÂ˜-ÀËÚÂ-
Û›Â˜ ¶ÏËÚÔÊfiÚËÛË˜ ·ÔÙÂÏÔ‡Ó ·ÓÂÍ¿ÓÙÏËÙË ËÁ‹ ¤ÌÓÂ˘ÛË˜ ÁÈ· ÂÈÛÙË-
ÌÔÓÈÎfi ¤ÚÁÔ. 
¢π√π∫∏™∏ ¶√π√∆∏∆∞™ ™∆π™ ™À°Ãƒ√¡∂™ µπµ§π√£∏∫∂™ 157
µπµ§π√°ƒ∞ºπ∞
Abels E.G., Cogdill K.W. Î·È Zach L. (2002), «The contributions of
library and information services to hospitals and academic health
sciences centers: a preliminary taxonomy», Journal of Medical Library
Association, Vol.90 No 3, pp. 276-284.
Ackoff, R. L., (1989), «From Data to Wisdom», Journal of Applies
Systems Analysis, Vol. 16, pp. 3-9.
Athanasopoulos A., Gounaris Sp., Stathakopoulos Vl. (2001),
Behavioural responses to customer satisfaction: An empirical Study.
European Journal of Marketing, Vol. 35, No.5/6: 687-707.
Bhuiyan, N. & Alam, N., (2005), «An investigation into Issues Related to
the Latest Version of ISO 9000», Total Quality Management, Vol.16,
No. 2, pp 199-213.
Butterwick, ¡.µ. (1993), Total Quality Management in the University
Library, Library Management, Vol. 14, No. 3. pp. 28-31
Brophy P. (2002), «New models of the library in a digital era», in
International yearbook of library and information management «The
digital factor in library and information services», ed. Gorman G.E., pp.
47-67, Facet publishing.    
Compare, C. & Johansen, G. (1994), «Can the ISO standards on quality
management be useful to libraries and how?», Inspel, No. 2, p. 229.
Cook, C. & Heath, F. & Thompson, B. & Webster, D. (2003),
LibQUAL+ preliminary results from 2002, Performance Measurement
and Metrics, Vol. 4, Num.1, pp.38-47.
Davies, J.E. (1997), «Management information about people: data
protection issues for academic library managers», Library
Management, Vol. 18, No. 1, pp. 42-52.
Dalrymple Pr. W., (2003), «Improving healthcare through information:
research challenges for health science librarians», Library Trends, Vol.
Vol. 51 No 4, pp. 525-540.
¢ÂÚ‚ÈÙÛÈÒÙË˜, ∫.¡. (2001), ∞ÓÙ·ÁˆÓÈÛÙÈÎfiÙËÙ· ÌÂ ¢ÈÔ›ÎËÛË √ÏÈÎ‹˜ ¶ÔÈ-
fiÙËÙ·˜, ∞ı‹Ó·: Interbooks.
Dyke, Th. & Kappelman L.A., (1999), «Cautions on the use of the
SERVQUAL Measure to Assess the Quality of Information Systems
Services», Decision Sciences, Vol. 30 No 3, pp. 1-15
Elsner W, (2004), «The ‘new’ economy: complexity, coordination and a
hybrid governance approach», International Journal of Social
Economics, Vol. 31 No. (11/12), pp. 1029-1049.
Ephrain Ph.E. (2003), «The greening of libraries», Library Management,
Vol. 24 No. 3 pp. 160-163.  
158 ¶.∞. ∫ˆÛÙ·ÁÈfiÏ·˜
Eustace, Cl. (2003), «A new perspective on the knowledge value chain»,
Journal of Intellectual Capital, Vol. 4, No 4, pp. 588-596.
Farrell J.  (1998), «The ISO 11620 standard and library automated
systems», New Library World, Vol. 99 No. 6, pp. 254 - 259
Grigoroudis E, Siskos Y  (2002), «Preference disaggregation for
measuring and analysing customer satisfaction: The MUSA method»,
European Journal of Operational Research, Vol. 143, pp. 148-170.
Harris, M & Harrington J.H, (2000), «Service Quality in the knowledge
age: huge opportunities for the twenty- first century», Measuring
Business Excellence, Vol. 4, No 4, pp. 31-36
Jackson, R. (2002), «Revolution or evolution : reference planning in
ARL Libraries», Reference Services Review, Vol. 30, pp.212-228.
Johannsen, C.G. (1992), Danish Experiences of TQM in the Library
World, New Library World, Vol. 93, No 6., pp. 123-134.
Johnson, H, (1994), «Strategic Planning for Modern Libraries», Library
Management, Vol. 15 No 1, pp. 7-18
Jurow, S. & Barnard S., (1993), Integrating total quality management in a
library setting, Haworth Press, USA
Harvey J., (1998), «Service Quality: A tutorial» Journal of Operations
Management, Vol. 16, pp. 583-597.
∫·ÙÛÈÚ›ÎÔ˘ ∞.∂. (2001), ™‡Á¯ÚÔÓÂ˜ Ù¿ÛÂÈ˜ ÛÙËÓ ÔÚÁ¿ÓˆÛË & ‰ÈÔ›ÎËÛË
ÙˆÓ ‚È‚ÏÈÔıËÎÒÓ, ∂Î‰fiÛÂÈ˜ ¶··ÛˆÙËÚ›Ô˘: ∞ı‹Ó·.  
Kanji, G.K. (1996), Implementation and pitfalls of Total Quality
Management, Total Quality Management, Vol 7, No3, pp 331 – 343.
Kinnell M., (1995), «Quality management and library and information
services: Competitive advantage for the information revolution»,
IFLA Journal, ¡o 4, p. 270.
Kostagiolas P.A. (2006), «Information Services for supporting quality
management in Healthcare», Journal of Information Technology in
Healthcare, Vol. 4 No3, pp 137-146.
∫ˆÛÙ·ÁÈfiÏ·˜, ¶.∞. (2005), «¢ÈÔ›ÎËÛË & √ÚÁ¿ÓˆÛË ÀËÚÂÛÈÒÓ ¶ÏËÚÔ-
ÊfiÚËÛË˜ ÛÙÔ Ï·›ÛÈÔ ÙË˜ Û¯¤ÛË˜ È‰ÈˆÙÈÎÔ‡ Î·È ‰ËÌfiÛÈÔ˘ ÙÔÌ¤·»,  ¢È-
ÔÈÎËÙÈÎ‹ ∂ÓËÌ¤ÚˆÛË, Ù. 35, Û. 12-19.
Kyrillidou M, Persson A. – Chr. (2006), «The new library user in Sweden:
A LIBQUALT study at Lund University», Performance
Measurement and Petries, Vol.7 pp. 45-53.
Lam, S.S.K (1997), «Quality planning performance: the relationship
between objectives and process», International Journal of Quality &
Reliability Management, Vol. 14, No. 1, pp. 10-23.
Leyland P.F., Watson R. T.; Kavan B. C, (1995), «Service Quality: A
¢π√π∫∏™∏ ¶√π√∆∏∆∞™ ™∆π™ ™À°Ãƒ√¡∂™ µπµ§π√£∏∫∂™ 159
Measure of Information Systems Effectiveness», MIS Quarterly,
Vol.19 No 2, pp.173-187.
ª¿ÓÔ˘ ÃÚÈÛÙ›Ó· (2006), «¢È·¯ÚÔÓÈÎ¿ ÁÓˆÚ›ÛÌ·Ù· ÙË˜ ÂÎ‰ÔÙÈÎ‹˜ ‚ÈÔ-
ÌË¯·Ó›·˜», ∏˘Ê¤Ó, Ù. ™∆, Û. 7-23, ˘fi ‰ËÌÔÛ›Â˘ÛË.
ªÒÎÔ˜ °.¢. (2001), ∂ÈÛ·ÁˆÁ‹ ÛÙËÓ ∂ÈÛÙ‹ÌË ÙË˜ ¶ÏËÚÔÊfiÚËÛË˜, ∞ı‹-
Ó·: ∂Î‰fiÛÂÈ˜ ¶··ÛˆÙËÚ›Ô˘.
ªÒÎÔ˜ °.¢. (2002), ∆Â¯ÓÔÏÔÁ›· Î·È ÏËÚÔÊfiÚËÛË: ·fi ÙË ‰È·¯Â›ÚÈÛË ÙÔ˘
‚È‚Ï›Ô˘ ÛÙË ‰È·¯Â›ÚÈÛË ÙË˜ ÁÓÒÛË˜, ∞ı‹Ó·: ∂Î‰fiÛÂÈ˜ ¶··ÛˆÙËÚ›Ô˘.
ªÒÎÔ˜ °.¢. (2005), «√È ÈÛÙfiÙÔÔÈ ˆ˜ ‰ËÌÔÛÈÂ‡Ì·Ù·: ‰È·¯ÂÈÚÈÛÙÈÎ¤˜
·fi„ÂÈ˜ ÙÔ˘ ¤ÚÁÔ˘ ÙË˜ ÏËÚÔÊfiÚËÛË˜», ∆ÂÎÌ‹ÚÈÔÓ, ∂ÈÛÙËÌÔÓÈÎ‹
∂ÂÙËÚ›‰·, ∆Ì‹Ì· ∞Ú¯ÂÈÔÓÔÌ›·˜ & µÈ‚ÏÈÔıËÎÔÓÔÌ›·˜, πfiÓÈÔ ¶·ÓÂ-
ÈÛÙ‹ÌÈÔ, ∆Â‡¯Ô˜ 5, ÛÂÏ. 49-87.
Nagata, H., Sato, Y., Gerrard, S., Kytömäki, P. (2004), «The dimensions
that construct the evaluation of service quality in academic libraries»,
Performance Measurement and Metrics, Vol. 5 No.2, pp.53-65.
O’Neil, R. M., (1994), Total quality management in libraries, Libraries
Unlimited, Colorado.
Pao-Nuan, Hsieh (2000), «Quality Management Approaches in Libraries
and Information Services», Libri, Vol.50, pp. 191-201.
Parasuraman A., Zeithaml V. & Berry LL (1988), «SERVQUAL: a
multiple-item scale for measuring consumer perceptions of service
quality», Journal of Retailing, Vol. 64, pp. 12-37.
Parasuraman A, Berry LL, Zeithaml VA (1991), «Understanding customer
expectations of service», Sloan Management Review, pp. 39-48.
Parasuraman, A. (2004), «Assessing and improving service performance
for maximum impact: insights from a two- decade- long research
journey», Performance Measurement and Metrics, Vol. 5 No 2, pp. 45-
52.
Parker, S. & Ray, K, & Goulson, Gr. & Harrop, K. (2001), The bidding
culture in the UK public library –a case study approach, Library
Management, Vol. 22, No. 8/9, pp. 404-410.
Perpetua, S.D. (2004), «Quality management initiatives in Balme
Library: possibilities, challenges and constraints for top management
commitment», Library Management, Vol. 25, No.1, pp. 56-61.
Pilling, St. (1996), Putting the customer first: Total Quality and customer
service at the British Library Document Supply Centre, Interlending &
Document Supply, Vol.24, No. 2, pp. 11-16. 
Pilling, St. (1997), Putting the customer first: total quality and customer
service at the British Library Document Supply Center, Asian
Libraries, Vol. 6, No 1, pp.6-13.  
160 ¶.∞. ∫ˆÛÙ·ÁÈfiÏ·˜
Pors, N.O. & Johannsen, C.G. (2003), «Library directors under cross-
pressure between new public management and value-based
management», Library Management, Vol. 24, No. 1/2, pp. 51-60.
Pors, N.O. (2001), «Measuring Student Performance and Perceptions:
empirical studies in different dimensions of quality assurance at a
library school», New Library World, Vol. 102, No. 1170/1171, pp. 429-
435.
Pugh Lyndon (2004), «The Management of Hybrid Libraries», The New
Review of Information Networking, Vol 10, No 1, pp 71-83.
Reeves C.A. & Bednar D.A. (1994), «Defining Quality: Alternatives and
Implications», The Academy of Management Review, Vol. 19, No 3, pp.
419-445
Robinson, St. (1999), «Measuring service quality: current thinking and
future requirements», Marketing Intelligence & Planning, Vol. 17, No.
1, pp. 21-32.
Robledo M.A. (2001), Measuring and Managing Service Quality:
Integrating Customer Expectations. Managing Service Quality, Vol.11,
No.1, pp. 22-31.
Rowely J, (2005), «Making sense of the quality maze: perspectives for
public and academic libraries», Library Management, Vol. 26, pp. 508-
518.
Satoh, Y., (2005), «Evaluation of the university library service quality:
analysis through focus group interviews», Performance Measurement
and Metrics, Vol. 6 No 3, pp. 183- 193.
Snoj B. & Petermanec Z., (2001), «Let users judge the quality of  faculty
library services», New Library World, Vol. 102 No 1168, pp. 314- 324
Spies, P.B. (2000), «Libraries, Leadership and the future», Library
Management, Vol. 21, No. 3, pp. 123-127.
Speller S & Ghobadian A (1993), «Change for the public sector»,
Managing Service Quality, pp. 29-34.
Singh R. (2003), «Developing relationship marketing with customers: a
Scandinavian perspective», Library Management, Vol. 24 No.1/2, pp.
34-43.
Sierpe E. (2004), «Managing the information revolution: library
management, the control of perspective technologies and the future
of librarianship», Library Management, Vol. 25 No 4/5, pp. 177-182.
Solms, (1999), Information security management: why standards are
important, Information Management and Computer Security, Vol. 7,
No. 1, pp. 50-57.
Sommers, 2005, «The role of the library in a wired society – compete or
¢π√π∫∏™∏ ¶√π√∆∏∆∞™ ™∆π™ ™À°Ãƒ√¡∂™ µπµ§π√£∏∫∂™ 161
withdraw: a business perspective», The Electronic Library, Vol. 23 No.
2, 2005 pp. 157-167.
Spies, P.B. (2000), Libraries, Leadership and the future, Library
Management, Vol. 21, No. 3, pp. 123-127.
Sumsion, J. (2003), «ISO 2789: what's new in and around the revision?»,
Performance Measurement and Metrics, Vol. 4 No. 3 pp. 103-112.
Sykes, J. M., (1996), «SCONUL and quality assurance, Library Review,
Vol. 45 No 5, pp. 17-22.
Teas, R.K., (1993), «Expectations, performance evaluation and
consumers’ perceptions of quality», Journal of Marketing, Vol. 57, pp.
18-34.
Thompson, B., (2000), «The Libqual+ gap measurement model: the bad,
the ugly, and the good of gap measurement», Performance
Measurement and Metrics, Vol. 1 No 3, pp. 165- 178
TÛÈÌfiÁÏÔ˘ º.X. (2005), «™˘ÓÂÚÁ·Û›· EÈÛÙËÌÔÓÈÎÒÓ BÈ‚ÏÈÔıËÎÒÓ ÛÂ
„ËÊÈ·Îfi ÂÚÈ‚¿ÏÏÔÓ. MÈ· Û˘ÛÙËÌÈÎ‹ ÚÔÛ¤ÁÁÈÛË ÛÙËÓ EÏÏËÓÈÎ‹
¶Ú·ÁÌ·ÙÈÎfiÙËÙ·», ¢È‰·ÎÙÔÚÈÎ‹ ¢È·ÙÚÈ‚‹, TÌ‹Ì· AÚ¯ÂÈÔÓÔÌ›·˜ –
BÈ‚ÏÈÔıËÎÔÓÔÌ›·˜, IfiÓÈÔ ¶·ÓÂÈÛÙ‹ÌÈÔ. 
ÃÏˆÌÔ‡‰Ë˜, ∫., ∫ˆÛÙ·ÁÈfiÏ·˜, ¶. (2004), ™‡Á¯ÚÔÓÂ˜ µÈ‚ÏÈÔı‹ÎÂ˜ –∆Ú¿-
Â˙Â˜ ¶ÏËÚÔÊÔÚÈÒÓ: OÚÁ¿ÓˆÛË Î·È N¤Â˜ T¿ÛÂÈ˜, ∞ı‹Ó·: J&J Hellas
Publishing.
Wall, T., (2000), «Libqual + TM as transformative experience»,
Performance Measurement and Metrics, Vol. 3 No 2, pp. 43- 47.
Walters, W., (2003), «Expertise and evidence in the assessment of library
service quality», Performance Measurement and Metrics, Vol. 4 No3,
pp. 98 – 102
Ward, P.L., (2000), «Trends in library management», Library Review,
Vol. 49 No 9, pp. 436- 441.
Ward, L.P. (2003), Management and the management of information,
knowledge-based and library services 2002, Library Management, Vol.
24, No. 3, pp. 126-159.
Whitehall T. (1995), «Value in Management and information
management: a review», Library Management, Vol. 16, No 4, pp. 3-11.
Whitlatch, J.B. (2003), Reference futures: outsourcing, the Web, or
knowledge counseling, Reference Services Review, Vol. 31 No. 1, pp.26-
30.
Zeithaml, V.A. (1998), «Consumer perceptions of price, quality and
value: a means-end model and synthesis of evidence», Journal of
Marketing, Vol. 52, pp. 2-22.
162 ¶.∞. ∫ˆÛÙ·ÁÈfiÏ·˜
ABSTRACT
P.A. Kostagiolas
Quality management for information services:
an approach based on user expectations
The quality and the management of quality becomes an important issue for
modern information services which gradually form part of an important
internationalised, increasingly competitive environment in which the user
prevail. Novel approaches within the quality management subject area
include service quality measures, identification of true (implied and
expressed) user needs as well as management of user expectations for the
services provided. The new economy and technological advances for the
information services have led to both public and private investments in
libraries-information services. The theoretical context within which the
library quality management is addressed here comprise a) a total library
service approach for the assessment of information services collaborative
schemes, b) the relation of competition increase in information services
pertaining to a double hybrid environment (conventional versus digital &
public or not nature of information services) and c) the need to investigate
quality management structures which emanate from the user needs, user
expectations and perceptions. 
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